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CATAFOG ARRANGEMENT AND INDEXING
®
© Goal: " Performance Indicators: s

i . The student will be aple to recognize
. methods of arranging and indexing
catalogyes. )

The studént will demonstrate'know]edge
of the subject by successfully complet-
ing afSelf Assessment, an Assignment
page and a Post Assessment.

A
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In order to finish this module, do the following tasks. Check each item off

as you complete it.

¢

1. Read the Goal ard Performance Indicators on the cover of the module.
This will-tell you what- you will Tearn by studying the modile, and how
you will.show you've learned it.” . -

\
2.° Read the Introduction. The Introduction will tell you why the module
is an important part of the parts countér trade. /5
. N 3. Study the Vocabulary section. 'Vocabulary words are inipovtant for a
“. " good understa~ding of the trade. ' After you have studied 229 vocabulary,
ask your teacher-to quiz you Qﬁ the words and their meanings.
4. Study the Information section.’ This section will give you the informa-
tior you need to understand the subject.
05:'__ _ Take the Self Assessment exam. This is a test for you to prove to your-
) e . . self that you have learnad the maierial-you have studied. Compare your
' answers with the answers<on the Self Assessment Answer Sheet, which is
. i
" on the page following -the Self Assessment. If you scored poorly,
. re-study the Information section or ask your teacher for. help.
6. Do the Assignment page. . Fellow ;he instructions at the top of the

Assignment page.

7. Take the Post Assessment exam. Give the exam to your teacher after
«0u have completed it. -Your teacher will grade it for you.

g
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INDIVIDUALIZED LEARNING ;SYSTEMS

Parts catalogs are the "tools" of a parts department. The {nformation they
contain.makes it possible fo? a parts person‘to identify, locate and price

the merchandise he or she handles. A very good working knowledge of parts
ca‘alogs and related manuals is needed‘for the parts employee to do a good

job. ' ‘

The auto parts induétry is;continhing to grow and bgcomg more complex. This
means that the parts worker must spenq more and niore time in the stddy and use -
of the parts catalogs. ) ) ] '

The catalogs are always being imqroved and chaﬁged to make them more uniform

and up-to-date. Since 1965 there has been a 46% increase in car sales in the - o
U.S.A. It can be a hard jgb to keep up yith the increasing number of different .
models made within just the past 10 years. fordcars give a good example of th1§~
trend toward model changes or diversification. 1In 1958 Ford offered 4 models
and-3engines. In 1975 Ford offered 10 nodels and B different engines! This

has made itihard‘to,keep catalqgs uniform and orgaﬁizedL The valug of an organ-

ized method of ca;alogshrrépgement, regardless oF the system used, is that it

makes ‘it easier to locate and sell the correct part. :

-

H - -y -
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‘Yocabulary

- . , o
Trade terms are very important for a good understanding ef the trade Study
these words and meanings. When you have learned them, aak your teacher to .
quiz you 0% the words and their Meanings. :

,INDEX-;AU alphabetical list of names, subject}, etc., together with the page
number or section where they may be found. . ’

CATALQG--A book or pamphlet printed by a manufaéturér containing a complete
i 1isting of its items for sale. A catalog will normally also co ain
photographs and illustrations of many of the |tems for sale \

*

ORGANIZE--To arrange in an orderiy way so that things may be found duick]y.

MERCHANDISE--Things bought and sold; goods; wares.

-
2

DIVERSIFICATION--The increase in business as a result of 1icreasing‘the variety

ofathings produced. -
. - I g
JOBBER--One who buys goods in quant1ty fromnmnufacturers or mporters, and se]ls -
them to dealers A “m1ddleman " '

<

AERONAUTICAL-aConcerning making or flying airplanes.

-

" SUPPLEMENT--A section adéeq to a book or catalog to give‘quitional information.

PROFIT--Money made from sales of merchandise “ter deductang the ccst< of the

merchandise.

5

-
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s MARINE--Concerning.boats or ships.
} .
- ' FASTENERS--Nuts and bolts, etc.
¢ -
. .

[%y

o

DIFFERENTIAL--Gear mechanism. |
’ A |

\

3 o’

RE-MANUFACTURER--A person—wﬁo replaces worn out components in used parts and
re-setls them. ) ' ' ) | '
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1. The TInside Salesman. NAPA.
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‘2. Auto Parts Manual. California State'Department of Education.
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There are several methods used to index and arrange parts cataiogs. The three

-

‘most widely used in the industry will be covered here. .Jo-become ski11ed in

one or egen 2 methods will enable you to go-from one p]ace of emp]oyment to
another and the arrangement. of the catalogs wou]d be the same or very similar.

The three most cominon methods used to organize parts catalogs are:
1. The Weatherly System
2. Factory Group Number Systems.
3. Manufacturers Name.

”

& No s1ngle method is better or worse than another. ‘For eiample to use the

Neather]y system and the_ numerical, you must first look up the part category
1n an a]phabetical index in front of the catalogs to find which section will
contain the cetalog far'that ‘part category. The "mapufacturers name" system
has no 1ndex,butyou will have to know who manufactures the part in order to
find the right catalog. ‘

-

The Weatherly System

Thg Weatherly system is the most widely used by jobbers--independeat parts
stores that sell parts made by many different manufacturers. Thg Weatherly
index system was first used in 1932. It provides a éomplete alphabetical

and numerical index designed to be used in automotive, aeronautical, and .
marire supply catalogs.,

) Very s*mply, here is how the Weatherly system index works. It i5 an index rang-
-~ ing numerically from 002 to 998 us1ng only the even number®. Al items are

grouped either by location.on the automobile or truck or by the re]ationsh1p to
a system of the automobile or truck. The 10 major categories are:
1. 000 group contains those parts with a fixed location in the
central or drive section of the vehicle. It ranges from engine
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to differential.

2. 100 group cortains those parts with a fixed location an the -
. frame and axle.

LY

200 group contains those parts on and around the body.
300 group contains gaskets, grease seals and bearings.

3

4
sy 5. 1 400 group contains all parts in the cooling system.

6. 500 group contains parts in ignition, electrical and lighting
systems. )
60n group contains fual anc jubrication parts.

~

8. 700 group contains items used in and %round service and reEa1r
_..shops, also chemicals and fasteners'
9. 800 group conta1ns hand tools.

" 10. 900 group contalns ower tools .and heavy tool> and equlpment

- -

Mosi of the auto parts manufacturers now use the.Weather'y system to key their

Y catalogs to an index In fact, the Weatherly “index number is printed in the

upper-right hand corner of the cover or first page of most manufacturer S cata-
logs. A - .
The use of the Weatherly irdex is the rever §e ar the ordinary method. Cata]ogs
are usuafﬁy made up first and then provided w1than ind2x of their contents. In
the Weatherly system, the index is prov1ded first and cataloys and inform®ion
sheets are fitted into the indexing system by p]ac1ng them between the cardboard
d1v1ders which show the approprlate group number.

Not all manufacturers print kz;iyr catalogs with the Weatherly ncex number. If
you are working in a parts stdre which u<es the Weatherly system and you receive
ascata]og or 1nformat1on sheet that has no Weatherly index number in the top

right-hand corner, you would: .
1. Look at the a]phabet1ca1 1lst1ng of the Wea*herly index to
find the correct group. ‘t.

2. Stamp or print the group number in the upper right- hand corner ¢
of each un-numbered sheet or catalog. .
3. After the material has been%given a proper group number, it
can then be p]aced in the section that contains that group
_number in the counter catalog. :
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" A lot of times, manufacturer's catalogs will contain several groups of items
and may have several Ngatherly index numbers. For example, one catalog may
list parts or items in group 136, a principle number, but the catalog may
also contain items listed in groups 126, 130, and 134. In some cases the
catalog may be taken apart or pages removed so that they may be placed in -
the correct order. ‘

The West Coast uses a Weatherly index centaining 34 major divisions or groups, -

. L
while the Mid-west and Southwest use 58 divisions or groups.

——

Factgry Group Numbering Systems S

4

ﬂ%ynder these systems, catalogs are organized using thg group numbers_thct are

assigned by the major automo§ilg manuf@cturers to their parts.
A study of the major auto manufagturers'’ catalogs sﬁgys that they al] have the P
same basic structure. All contain an alphabetical and a numerical index. All
éhow pictures of the part, usually before each group division. Each manufac-
turer uses a group number, or part.number prefix, to 1dentify the major assem-
blies and, subassemblies of the vehicle. Manufacturers also use part numbers
to identify each indivfdual‘part. In addition, manufacturers' catalogs present
a lot of related informatiun to help the parts worker in:
. Model identification. ‘
Interior trim classification.
Engine and option specifications.
Ordering procedures.
. Other infor%ation pertinent to ordering and stocking parts.

[ 2 T~ R A T

2

Each new part produced by an auto manufacturer must be assigned its own part
number in order to be able to identify it. The methods of assigning parts
numbers are slightly different among different manufacturers.

General Motors parts manufacturer's numbers are usually 6 or / digits long and
are used only to describe an individual part. The same number is used by all

divisions to describe the same part. If a certain part were used by Pontiac
and Chevrolet, both divisions would use the same part number to identify that
part.

)
bt .

1
General Motors has certain blocks of numbers assigned to parts that are pro-
duced by different manufacturing divisions. As new pdarts are developed, numbers
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from these blocks are assigned in a -~otating manner. This means that no digit
in a manufacturer‘s number would identify parts in a certain catego ;.

An example would be a number 7450745. The number alone doesn't show that it

1s a side carrier bearing for a differential that is found in Group 5.535.

The group numbers before the decimal point identify the major assemblies or
auto systems. Numbers after the decimal point relate to subassemblies or indi-

vidual parts. For example, "5" refers to the group of parts pertaining to
brakq, propeller shaft and rear axle. Further breakdown cf £.000 separates the
parts into specific use and vehicle abp]ication. There a 'e about 25 group num-
bers used by G.M.

Ford Motor comp;ny part numbers are formed by "expanding" the basic group num-
bers that further divide the catalog into smaller groups or sections. Unlike,
General Motors parts numbers, Ford parts numbers are "significant" because they
identify what the part coes and where the part goes. For example, for part
number C3AZ-6303, Atells the experienced Ford parts counter worker that the
part is a crankshaft, sirce all crankshafts have a 6303 basic number, and that
it fits a 1963 series A vehirle (C3 means 1963 and the A identifies the model ).
By using various combinations of letters and numbers added to the beginning or
end of i-paél“ part number, new parts can be added to the existing system,
while the basic part number will remain the same. The Ford parts catq]og is
divided intq sections which are further divided into hasic groups. These basic
group numbers are divided into sub-groups and these are the base on which each

part number is made. The assignment of part numbers in the Ford system then is
based on individual sub-group divisions that have already been established.

Group numbers in manufgctufers' systems are impertant because some numbers are
nonsignificant, they te}l nothing. For example,G.M.'s part number 7450745 tells

nothing about tne application of that particular part. You would have to turn
‘ tg*the group numbers for information,on'where and how Fhe particular part would
be applied or used.

Some method of dividing parts into major groups and sub-qppups is followed in
all catalogs. Each group division represents a major section or area of the
vehicle. ¢ Each group is further divided into sub-groups within[which the vari-

ous manufacturers may give different numbers to groups and sub-groups, but the
basic system is similar. Since most catalogs cohtain 25 or less groups and
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sub-groups, the new parts counter worker should memorize what each group-or
sub-group contains as soon as possible. You shouldn't trv to memorize large
blocks of parts numbers, since these change a iot, but the group numbers sel-
dom, if ever, change. Once group numbers are memorfzed, tooking up the part
will become much easier and faster. ’

Three general rethods are used to locate barts in manufacturers' céta]ogs.
The mosi common method is by looking up the part in the alphabetical index.
Louk for the part by its main name. The alphabetical index is keyed tg the
group in which the part can be found.

The second common method of locating parts is by referring to illustrations
that are in front of each major group division in most manufacturers' catalogs.

The third method is used only when the part number is knoan. By referriﬁg to

the numerical index or price index, the group number can be found. This method
simply places the qata]ogs in the alphabetical order of the company néme, with
"A" on the left end of the catalog file or holder. For example, the left-most
catalog in the catalog file holder would be *A-l," then ANCO, and the “ATP" <
and so on down through the alphabet. Zollner's catalog would be filed on the
right-most end of the catalog file holder. Using this method requires the new
parts counter worker or trainee to find out which firm or supplier fyrnishes

the part required by the customer. For example, the parts worker will have to
learn that "A-1" is a re-manufaéturer that supplies windshield wiper motors and
"Blackhawk" supplies; 1ifting equipment, floor jacks, etc., as well as tob]s

for body and frame repair. Then, if a customer asks for a windshield wiper
motor the parts person will look 1q A-1's catalog. Since not all suppliers are -
nation-wide and scme only .supply a foca] area or only a few states, parts jobbers
will not all have the same supplies.

The new parts counter worker should memoriZe as quickly as possible those manu-

facturers that supply parts for his or her particu]arlstore to sell.

A1l systems, regardless of the type, try to organize the filing of catalog
informat.on in such a way that the parts counter worker can find part numbers

N

quickly and easily. N

4

12
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The first step toward becoming good at finding information i; to become very fami'-
., jar with whatever index system is bemgw}‘:sed. It.is very important to keep

counter catalogs current with new supp'ements and new suggested price sheets.

Most suppliers publish a complete up-to-1ate catatog every other year, with a

sunplement in between. Suggested price schedules may occur more often. It
takes effort to insert new catalog material, but failure to do so will cause s
missed sales. Using out-of-date price sheets culs the store's profit.

o

<2
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. INDIVIDUALIZED LEARNfNG SYSTEMS: L

o Self
Assessment |

¢ o

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

-

1. “How many popular systems of indexing catalogs are 1n use today?

2. ‘ﬁhen was the Weatherly index system first used?

s

.
! 3. How.many numbers are basic to the Ford Motor Company s}st'em of assigning

‘ " part numbers. - -

4+

4. what is the G.M. parts nuimbering system hased on?

id

<

h. what is the first and most important thing a new parts counter worker should

mémorize when he or she goes to work for a G.M. parts dealer?

14
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- Assignment

DO FIVE OR MORE OF THE FOLLOWING. &

1. Obtain a G.M. parts caialog}and look up 5 items and 1ist their part numbers.

2. Obtain a Ford Motor Company parts catalog and Yook up 5 items and list their
part numbers. ' :

. 3. Visit a local parts jobber and examine the parts catalog system. Tell how
the system is indexed and how the system is used.

4. Visit a local parts store or jobber that uses the Weatherly index system.
List the number of manufacturers in the 400 section.

5. Find out hew many’crankshafts are listed in that section of the Ford Motor.
Company catalog.

~ .
6. Obtain 25 parts and look their numbers up in a catalog system that uses an
alphabetical index. List the manufacturer's name and part numbers.
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® Post
Assessment

LISTED BELOW ARE SEVERAL STATEMENTS. IF THE STATEMENI IS TRUE, PLACE A "T"
IN THE BLANK PROVIDED. IF THE STATEMENT IS FALSE, PLACE AN “F" IN THE BLANK.

~

]

Majo; groupé of parts are given the same numbers by all auto.manufac-

turers.

The Ford parts number system is be1ng expanded throughout from 5 to 6

numbers.

+

Helpful supplementary tables, data, and information are found in most

parts catalogs.

Hand tools are not indexed in ‘the Weatherly index system.

) A'G.M. parts dealer would probably use the Weatherly index system.
weatherly index numbers are reaily random groﬁpings.
A11 parts numbering systems are the same.

The new or beginning parts counter worker should memorize as many part

numbers as possible.

____In the G.M. system "blocks" of numbers are assigned to different manu-

facturing divisigns.

The assignment of Ford part numbers depends on 1nd1v1dua1 sub-group

divisijouns already ass1gned

, ‘7;

10
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Post Assessment Answers

1. F -
2. F
3. T
. 4. F
5. F A G.M. parts dealer would use the G.M. catalogs.. Independent jobbers who

sell parts made by many .different manufacturers would use the Weatherly -

. index system.

6. F
7. F
8. F
9. T
10. T




KEEPING CATALOGS QURREN?‘

-

i

Goal: ‘
The student will understand the impor-
tance of keeping catalogs current and

will be able to identify procedures for
keeping catalogs current.

19

Performance Indicators:

Given a set of old and current catalogs,
the student will ‘update a ‘atalog set,
and will‘complete a Self and Post
Assecsment.




‘ S . . S wa

INDIVIDUALIZED LEARNING SYSTEMS

Studg Guude

[

In order to finish this module, do the following tasks. Check each item of f
as you complete it.

(4]

3

-

Read the Goal and Performance Indfcators on the cover of the module.

This will tell you what you will learn by studying the module, and how
you wil? show you' ve learned it. '

~

Read the Intfoduction The Introduction wili tell you why the module

is an important part of the parts counter trade.

Study the Vocabulary section. Vocabu1ary words are important for a

good understanding of the trade. After you have studied the vocabulary,
ask your teacher to quiz you on the words and their meanings.

-

Study the Information section. This section will give you the informa-

tion you need to understand the subject.

___ Take the Self Assessment exam. This is a test for you to prove to your-

self that vou have learned the material you have studied. Compare ydur
answers with the answers on-the Self Assessment Answer Sheet, which is
on the page following the Self Assessment. If you scored poorly,

re-study the Information secticn or ask your teacher for help.

ra -

Do the Assignment page. Follow the instructions at the top of the -

~ Assignment page. "

Do the Job Sheet. Follow the instructions at the top of the Job Sheet.

The tasks-listed on the Job Sheet will help you develop skills which
will be helpful to you.

Take the Post Assessment exam. Give the exam to your teacher after ‘

you have completed it. Your teacher will grade it for you.

200 - —
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Keeping cataJogs up-to date 1s an 1mportant part of the JOb of an auto parts
counter worker. Without current catalogs, sales will be- Tost and locatirng
parts can be more difficult and time consuming. Incorrect prices may be

charged, lowering profits or making oVércharged customers unhappy.

The parts counter werker must have the most current listings of new products

or parts on the market if they.are to be located and sold. If cata]ogiﬁare
e . not kept up-to-date the store will Tose money and customers will go elsewhere

for their parts.. . _ : S
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Yocabulary

Trade terms are very important for a good'understanding cf the trade. Study
these words and meanings. When you have 1esrned them, ask your teacher to .
quiz you on the words and their meanings.

PERFORMANCE--Best effort and output of work.

COMPILE--Put together in an orderly manner; such as a long list of numbers or 4 -
. letters in sequence or order. ) A

s

EFFECTIVE DATE--The time at which the use of a part number, part price or catalog
should be started. . \ : ‘ -

SUPPLEMENT--Sheets or lists that are printed later and'added to or replace parts
of a catalog.

REVISED--Changed.

SUPLKSEDED--Replaced by something new.

22

24
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Informatio |
. Keeping catalogs up-to-date is a job shared by both the manufacturer or supplier -

mental information. R

The suppliers or manufacturers can help the jobber by doing these four things:.

The duties of the jobber in keeping catalogs and prire lists current are

~ ' INDIVIDUALIZED LEARNING SYSTEMS

-

[

'3

and the parts store worker. Keep1ng "up-to- date" means someth1ng differeit to
each of.them. Frem the manufaeturer s.or supplier’'s po1nt of view, it means =
keeping listings of vehicles, applications of parts, prices and other supple- L

From the wholesaler or parts jobber'shpoint of view it means having all the
latest catalogs, price sheets and other information,properlyefiled.’

.

1. Compile and publish néw listings, applications, and prices
as soon as they become available.

2. New price catalogs should be produced and d1str1buted by the
manufacturers well before new prices go into effect The

- warehouse$, the parts stores supp}1ers and: the parts stores
themselves need price change jnformation in advance. They
can use this information to help them decide when to order and
how much stock tn keep on hand to max%mize peoffts. Some
prices change more quickly than others do. , '

3. Pr1nt enough new catalogs and price lists to meet the demand ‘
of 211 the levels of the industry that the information w111 (
effect. _

4.  Catalogs should be planned so that supplements can be kept to s

-3

~

-~

a minimum. It is'best to avoid issuing supplements whenever
possible. They are difficult to insert into the catalogs and
are frequently lost, or not available for use by the parts

counter workor when they are needed.

I

outlined in the four steps listed below.

.24
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1. Schedule a regular’°time for up-dating.

’ L - 2. Set up a procedure for changing, adding, discarding or
' * ° correcting sheets. ] o
3. Individual partc counter workers should be assigned up-dating

3obs to do and a check sheet posted to insuce that he or she

has done it. ) - .
4. One person should be made responsible for overseeing the revi-
sions of the catalogs and price lists.

I3

Successful jobbers mail new or rewised catalogs and price sheets once a week.

They are usually mailed so that they are received by Saturday. Price lists

and changes on fast sg]ling items are distributed as soon as they are availablg.
o - A

Instructions for the use of new pages or shec*s are prepared by the manufacturers.

These instructions include information on what to add and what to take out of

the catalogs. The parts store involved can make its own rules and instructions
for its employees. '

.

By making several copies of the instructicns for distribution within a store,
all the parts counter workers can be informed on what to do with catalog and
‘price list changes when they receive them.-

Some parts siores have the parts counter worker who makes catalog changes
jnitial and date the catalog sheet ke or she has changed to help keep track
of the process. (See “‘ure 1 on the following page.)

-

Some jobbers kéep a ‘master file of all the latest catalogs of each type. The
other catalogs can be checked against the master to see if it is up-to-date.
Some parts stores make this check every thre> months, some do it only once "’
N .4 year. '
We rou receivé pages from the supplier or wirehouse, watch for words such as
“supelr‘seded','L “to replace,” "corrections,” " evised" or "add to." These words ,
. help the parts counter worker identify the kind of change being made in the”
catalog. Other key words such as, "revised price list" or “prices effective"
(on such a date) also help to identify the type of Chaﬁggi':All such Sheets
‘rece%ved should be filed inmediately. =~ ~ , Y

» - ¥




{ . . WEATHERLY INDEX NO. 310

FORM NO.
PL-3103-76

Eftective Date

February 2, 1976
Supersedes Price List PL-3103-74

-

e

) e q
' SUGGESTED TRADE AND WHOLESALE |
. ‘ d’]v(ﬁ/g‘

OIL SEALS

; NET PRICE LIST

FOR
THE UNITED STATES

s
=
1]

Prices are subject to change without notice and include Federal Excise Tax where applicable No 10-al taxes are inciuded.

PRICES

for your conveniera, ~this price list has been arranged in alpha-numeric sequence. All non-prefixed num-
bers will appear first, then “EP”, “SS”, and “TK" prefixed numbers.

See separaty list prices covering Gaskets, Assoitments, and Gasket Materiais.

INDEX = REORDER is wsed on part numbers that will be
: ) superseded in the future. THESE PART NUMBERS
NON-PREFIX_ .. NLBERS PAGE SHOULD NOT BE RETURNED. Reorder parts are
13,000-72.0 - 2-7 currently cataloged, classitied and priced. Therefore,
they shouid continue to be sold until inventories at
all levels are depleted. The foliowing year, these same
PREPIXED NUMBERS 7-8 part numbers will be published in the Classification
& :: C ' o 8 Listing as “O Superseded by".

™ . . . . 8| e NewltemInStock

s New item Not In Stock (Order When Announced)

© 1276 DANA CORPORATION

DANA CORPORATION
TOLEDO. OHIO 43692
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Another method of keeping catalogs up-to-date is to keep a file by date of

changes made. If your store uses this type of calendar system, you should
check every day for changes. You should then make the changes toﬂk&eﬁ your
catalogs and price lists up-to-date. Some warehouses or wholesalers make
use of an inventory clerk. One of the inventor& clerk's jobs is changing
and recording superseded parts numbers. If you find that you don't have a part
th&f a customer wants, check for a superseded number. If the store you work in
has an inventory clerk also check with that person to see if the part required
has been given a new number.

- . , -t
Up-to-date catalogs and price lists are a must. They affect profit, sales, the
store's investment anthelp control #nventory. S '
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* Self
Assessment

>

INDIVIDUALIZED LEARNING SYSTEK_!S_ ]

WRITE AN ANSWER TO TQE FOLLOWING QUES?:DNS.

1. Why must catalogs be kept up-to-date?

What does the word "superseded" mean when referring to part numbers?

Kl »

What is an "effective date" on a price list?

¢
)
A

.. . o~
. How dues the manufacturer(help the parts store to keep catalogs up-to-date?

1

|
|
1
1
i
i

How is}a master set of catalogs used to keep catalogs up-to-date?

! >
S
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® Self Assessment
Answers .

Keeping the catalog up-to-date helps the parts counter worker locate
parts quickly and charge the customer the correct price for the parts.

It méans,that the part has been replaced bydanother part with ¢ -w
number. '

The date that the new price goes into effect.

By pyb]ishing new and up-to-date catalogs and price lists and distributing
them to Jjobbers. ‘

By keeping the master set up-to-date and comparing the other catalogs to
it, they also can be kept up-to-date.

29
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o |
~ Assignment

-

COMPLETE THE FO_LOWING ASSIGNMENT.

-

Visit an auto parts store and ask to speak to the worker who keeps the catalogs
up-to-date. Ask them the following questions and take notes on their answers.

L)

1. When were the last price changes made?
2. When are catalog.changes usually made in the store?

3. How often are changes from the manufacturer received?

30
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) Job Sheet

N

-

comp

LETE THE FOLLOWING TASKS.

[Obtain some out-of-date catalogs from a parts store. (ompare them with

catalogs in-use at present. Make a li.c of the changes that you-find.

Visit a parts store ard ask to see a current price 1%st. Check the effec-
tive date of the 1ist. How many days, weeks or months old was the list.
Take notes on your findings.’

Visit a parts store and observe a parts counter worker. Does he or she
appear to be careful when looking up the parts and prices. How long is
spent, on the average,with a customer. Does he or she take the time to

be sure numbers and prices are accurate? Write a brief report on your

observations. '

31
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¢ Post -
Assessment

WRITE AN -ANSWER TO THE FOLLOWING QUESTIONS.

1. List three ways manufacturers can help with 1ndexing and filing problems
of jobbers.

2. Nhy do warehouse dlstrlbutors and jobbers want advance notlce of price
P’ changes? ’

v

3. Name three ways a jobber can be more suécessful in “eeping catalogs up-to—&ate.
4. What-is a calendar method of up-dating catalogs?
5. How often are catalogs checked when a master set is kept ?

A

6. What are the duties of the inventory clerk in regard to catalog up-dating? *
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®lnstructor
Post Assessment Answers

A

.
.
.
.
.
. -
. - M v

-

1. Compiles and publiShes new partscljstings and price sheets as soon as_the
information is available. Also distributes new lists to jobbers and stores
concerned in advance of the effective.date. And print sufficient quantities
.of the ch%nge sheets to give to everyone who needs them.

. 2. So they can charge the coriect prices and place orders gor needed inventory
in advance of price increases.

k]

) 3. a. Maintain a regular schedule for doing catalog up-dating. ~
b. Set up a procedure that insures that up-dates are inserted. \
. ¢. Assign an individual worker to do specific up-dating jobs.

4. The date is recorded wnen charges are made and catalogs can be checked
by date to see.if needed changes have been made. or sh6u1d be made. ~

5. Every three months if possible. Most do it once a year. The average is

every 6 months.

6. Receiving the catalog up-dates and placing them into the catalog. Also
removing any out-of-date material from the catalog.

7. A store could be buyingpartsaf new up-dated higher prices and then
.. 1ing them at old lower prices. No store will stay in business long
if they do this.




Goal:

Performance Indicators:
The student will successfully complete

the Self Assessment, the Assignments,
the Job Sheet and a Post Assessment.

The student will learn techniques that
parts counter workers use to find the
correct part for the customer,

3
(I
wn

1
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°, Study Guide

] —al

/ 3
v

In order to finish this module, do the following tasks. Check each item off

- a5 you complete it.

A\
1. Read the Goal and Performance Indicators on the cover of the module.

This will tell you what you will_learn by studying the module, and. -
“how you will show you've learned it.

o
~

2. " Read the Introduction. The Introduction will tell you why the module
———1s an important part of the parts counter trade.

i 3. Study'the vocabulary section. Vocabulary words are important for a
. . good understanding of the trade. After you have studied the vocabulary,
ask your teacher to quiz you on the words and their meanings.

H

4. ., Study tﬁe Information section. This section will give you the informa-
tion you need to understand the subject.

5. Take the Self Assessment exam. This is a test for you to prove to your-
self that you have learned the material you have stui.ed. Compare your
answers with the answers on the Self Assessment Ahswer Sheet, which is

T.o . - on the page following the Self Assessment. If you scored pocrly,
- re-study the Information section or ask your teacher for help.

6. Do the Assignment page. Follow thé instructions at the top of the
Assignment page.

7. - Do the Job sheet. Follow the instructions at the top of the Job Sheet.
The tasks listed on the Job Sheet will help you develop skills which ~
will be helpful to vou. ’

. - 8. Take the Podt Assessment exam. Give the exam to your teacher after
you have completed it. Your teacher will grade it for you. *

H - 16

o B} ~

]
*
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It is the parts counter worker's ‘job to make sure the cusfomer buys the
corréct part. This is not as easy as it sounds. In the automotive industry,
because of the many different types of engines made for the same model car,
there could be as\man& as 10 different choiceé{fér’the same aart. It 5s up
to you to-make sure the customer gets thé onegthat will fit his or her particu-
lar vehicle. The parts counter worker must ask the customer the.fight ques- .
tions and gather information to find the right section tn the parts catalogs.
More questions aré uéually needed to find the right part of thé manyflisted: :
in each section. * . e

>

L
-

Techniques for locating the app;opriate catalog will be covered in another
(% .
module.
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- Yocabulary

¢

v Trade terms are very important fo;* a good understanding 9f the trade. 'Stt dy
these words and meanings. When you have ledrned them, ask your teacher’ to
quiz you on the words and their meanings. ' ' '

{

DISPLACEMENT--Refers to the size of an engine.&nd is ]i;ted in cubic inches,
L, (C.1.) For example, a 327 cubic inch engine is called a "327."

—

YEAR--Date Véhicle was manufactured.

‘r

. . N ’VEj.%f--Anything uséd for moving or ‘carrying people (e.g. car, truck, tractor,
" mctorcycle). - .

MAKE--Name_of the vehicle (e.g. Ford, Chevrolet, gte.). . . h . : \w

£ ) ) : ‘ _
MODEL--Refers to body style such as 2-door, 4-door, station wagon, etc.

I3
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1. Countermans Handbook. Au.omotive Service 7 .dustry Assoc.
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- . information

It is important that the parts counter worker give each customer the best

. ~ possible service. This includéé making sure that the correct parts are sup-
plied and sold. The onl} way to be sure you are sé]]ing the correct part
is to ask the customer the right questions. The customer must upply tﬁe
answers. The fo[]owing 1ist of questions might be asked:

1. What year is the Vehicle?

2. What make is the vehicle?

3. What model is the vehicle?

4 Nhat_part'do you need?

. With the above questions answered, the parts counter worker has an idea of

S

i where to begin looking for the part in the catalogs.
' ' ; & -

Because of limited space some common words are abbreviated, or shortened in the

- parts catalogs. If you do not understand an abbreviation always ask your super-

visor or another parts worker. You cannot be expected to Khow toem all and you

mav gquess tncorrectly. You will be surprised how quickly you will learn them.

Same rommon abbreviations used in Figure A are listed below, together with what

they mean. y
AC = Air Conditioner .
Alt. = Alternatoer
' Comp = Compressor

Exc. = Except
W/ ='With
W/ = Without -
‘ ’ W-k;iJ = With or without

Once’you have found the correct section in the catalog, more information will

be needed. Suppose the cus’omer needs a fan belt for a 1979 Chrysler LeBaron.

ERIC S 407 42 |




B

. e-/ B -
CHRYSLER CHRYSLER
CORDOBA—Continued LEBARON-—Continued
‘ “ RADIATOR HOSE RADIATOR HOSE
: UPPER HOSE LOWER HOSE , UPPER HOSE LOWER HOSE
YEAR  MODEL Curved Fiex Curved Flex | YEAR MODEL Curved Flex Curved
1979 V-8318Eng wipAC. eCHAE3 MO 1980 “6” 225Eng. w-w/oAC oCHI74 CH792
w/AC FORRI %.’73 M92  CH780 i e ::;365; M::;G
“w-w/o A . By-Pass V-8 318 Eng. w-wio A CHAB3.
V-2360 £ng. w-wloAC oCH97S  M92 CH780 CH637 By-Pass
CH637 By-Pass - 1979 "6" 225 Eng. w-wioAC «CHOT4 CH792
‘ 79-78 V-8400, 440 Eng. ) %413% By-Pass
ww/oAC. . ... -oCHS39  M37 eCH7S0 V8 318Eng. w/o AC . . oCHAG3 M90 CHes3
7875 V-8318Eng w/oAC .. eCH463  M37  CH780 wikC... . ... #CHa75 CHeg3
wikC PR =&n:37;m MOl  CH780 u%'é: S .g:gggm.;sgz
ww/oAC .. ... s - v . W-w/0 CH483
] H637 By-Pass '
Y-sasom.; wwoAC oCHOTS W91 CH7R0 78 " ,225 Eng. wIoAL. .'8.’:;3‘ % %g
N w—w/oAc %xé%ﬂr—hss
CHRYSLER—LEBARON VA3IBEng wioAC. oCHET M7 GBS M3
BEI.TS‘ m/: AC.. 'gﬂuggm e -
W-W/OoAL .........
YEAR  MoDEL o - V-BI60Eng wwioAC oCHOTS = MOl CHAS3  M33
1977 V-8318Eng. w/oAC..eCHe63  M37  CHISO
1980 “6” 223 Eng.—Fan & AIt. (Exc. 100 Amp. ARt.) .. ALL 15575 WIAC.. .. . . eCHS75  M91 CH780
PowerStesring........................ ALL 15300 wwjoAC. ...... CHB37 By-Pass -
NePump. ...l wieAC 15488 CH637 By-Pass S | -f
Comp. &AirPump.. ........ . ...... .wWAC 15550 . , 0 B
V-8 318 Eng. —Fan & Alt (Exc. 100 Amp. Alt.).l...‘i= 155 | C:TATION (See Ch let Citati g cC
w/o N )
Alt. & Comp. (Bxc. 100AmD At).. ... wikC *15570 | = ( evrolet ion) 12/ &
Fan&:.n:rsuermg . ..wIAc 15450 z (7}
fan&AcPump...... ............. 15485
1978 “8" 225 Eng.—Fan & AR, (Exc. 100 Amp. A1L). m a7 | CITROEN 1
_ Faa S Al (-nonm m et emaraan 15505 §
‘ . Power Steering .. w;.ﬁ :x o BELTS | g
'MD .......................... wis Y MCOEL
................... [T -]
oy SR . TUC ls| T X L AT - <
oFhAR............... .
78-78 V-8318, 360 Eng.—Fan & Alt. (Exe. mm - sm”m"m .......... ﬁ ::a § 1
M """-’.'.ﬁ""‘ i ek <1sts 100 Kamb—Bon.... ... ...l a9 Q.
BIPRE hve fairt— -+-  T M O N uoun |30
""""" 0843 AmiS(Mer9-83)—Gon..................ANL 13300 | &| &)
) g:,‘;;.im“:,;ﬁ,‘:',:"a; ,m,,';,"“ 1905 | ssa1 ns19, 614, BS1 Paias, 0, wiiiddte 3 .
ranii:i;;;& smrlu. w/e Alf Pump iﬁi{dom o
............................. wie A 9 P4
A, &(orw {Exc. 100 Amp. Alt) .. . .wiAC > :
at‘ ; Comp S(:v/lOOM:;; :‘n')m ....... :’% m
ain & Diver Steering, woNirPump ., ... .. .
Fln&An Pamp... ...l L Ll wiC 1545 | CLASSIC (See American Metors }__ 4
1978 “5” 225 Zng.—Fon & AR. (Exc. 100 Amp. ML).. ML 15875 (7))
Q% e Nt.—Fan&AR. ... ... i 1wes|  Standard) o
* Pows: 3taaring, w/omm ....... AL 15300 i
Pulv’u Stesring, w/kir Pumg . . - g %
AlrPump................ .
E::er S&teor&'iengtml’wp .......... A:IMC coLr (s.. M‘ CO")
np Aidler ... ...l Ll
1077 V-8318 Eag.—Fan b AR. (Exc. 108Amp. AR.). ... .
, weit 13413 | COMET (See Mercury Comet) o
(100 Ams_ At AR Lidler............ *13888 z
w/o Air Pump (Exc. 100 Amp. Aft.) Pows: . g —
R Wl 15378 | CONCORD (See American Motors | — 5
w/o Air Puu—(lﬂln‘u) Ml Pm ' ‘
SWering. .........cuveiarunrnnn . wokt 13450 |  Concord) m
{Exc. 100 Amp. At.) Fan& AlrPumgp . . . .. well 18370 D
¢ L4 280, 10 A A o o 3Q
3 C. [ ] t ] 4 . .
wieM 15000 MMNTM (SOO Llnwln :
Wikt Pump—Fon & Power Staering..... QUL 1540 Standard) >
(Exc 100 Amp. Ait.) Ait. & Comp. .. .. ... .. WAL 15545 >
s WA L 5 e
1f Fump. M er “ﬂﬂl Wi
o Fan&APUMD.. . ... . wikt 15450 | CORDOBA (See Chrysler Cordoba) 2/m
*Two Required (install matched paurs) 'tﬂmmﬂl‘ﬂ sots) ﬁwmmunm 1-45 i
ot 1 1




(See Fig. A) To be sure you are giving the customer the correct fan belt,
you will have to ask the following questions:
1. What size is the engine?
2. What equipment is.on the engine? (Such as air conditioning,
or power steering)
3. Does the engine have any heavy duty equipment, such as a
larger fan or radiator? '
4. Is the car equipped with a standard or an automatic trans-
mission. ¥
&
If the customer replies thathe or she has a 6-cylinder 225 engine with power
steering, but without an air conditicr>-, you would look along the line that
said "Power Steering . . . . . . W/0 s’ (under -the 1979 "6" 225 Eng. section)

and see that the correct part number would be 15390. (Refer back to Figure A.)

If there is a symbol (such s *) next to a part number in a catalug, this means
there is a note (called & foot-note) about that part at the bot.om of the page.
Always read the notes when they concern a part you are about to sell, because
they will give you nore important information. For an examﬁle look at Figure

A 3,41n. In the Chrysler-LeBaron be.* section there is an asterisk (*) next to
part number 15570. Looking at the foot of the page for the same symbol (the *),
you will read next to it that the cusi.mer will need two belts. Certainly
importan} news for you and your customer.

Look at the second example of a parts catalog page ir Figure B. (See Figure B
or the next page.) Notice how many different sizes of engines are made in the
sane year. Look at the differcat valve seal sets that are used and the differ-

ent engines the seals fit.

Look at the headings a. the top\of Figure B. These tell youn what information
is <ontained in each co'umn., It gives YEAR. NO. of CYL. (number of cylinders),
ENGINE, the VALVE SEAT SET and the .VALVE SEAL TOOL.

The tool is necessary to install the vaive seals. If a customer needs valve
seals for a 1964 Chevrolet Truck you will need to ask him or her how many cylinders

" the engine has and what size the ‘engine is. Without this.information you will

not be able to identify the correct part. If the custoner replies that he or she
has a "4 cyclinder, 153" you will look at the first 1ine under the sub-heading

VIR X



NO

YEaR  OF ENGINE VALVE SEAL SET | VALVE SEAL TOOL
SCYL . . ——
CHEVROLET PASSENGER (Continued)
l962 G‘L 8 1L32/ (Replacable Valw Gm( i o “b_'j(g-?“S_ VST-1611
155601 | 8 (348 o VS-4 VST-2012 )
1967 73 | 8 350 (Single Vaive Sprng) ] el s TvsTIsir
1967-73 18 [350 (Double Valve Spring) TS s
1967-73 | 8 [350 (Replaceable Valve Guidel Vs-28. VSTA161T |
196570 |78 [396 (Single Valve Spring) - T Vs [ VsT-2012 i |
196570 | 8 [336 (Double Valve Sprng) =~ .~ B Vst VST
1970-73 | 8 {400 (2 bbl carb) ISingle Valve Spring) R ) VST-1811
197073 | 8 400 (2 bbl carb) (Double Vaive Spring) s W
197073 | 8 (402 (Turbo-Jet 400/4 bbl carb) (Single Vaive Spring) VS-4 VST-2012
197073 | "8 [402 {Turbo-Jet 400,/4 bbi carb) {Double Vaive Spring) — | VS-21 VST-1712
196165 409 (Single Valve Spring) V5S4 Vs T
196165 | 8 409 (Double Valve Sprng) i ] S - B v Y
196669 | 8 [427 (Smgle Valve Sprng) T T VS-4 V5T-2012
19n6 69 | & |42/ (Double Valve Spng) "~ " ] VS21 VST-1712
197073 | R |a54 (SngleValve Sprng) | V54 \§T-2012
19167371 8 1‘34 (Double Valve Spring) L Vs-21 VST-1712
B R 1283 307.327, 350 (Singfe Valve Spning) ] vs2 VST-1811 )
] 8 1283.307,327. 350 (Double Valve Spring) “Tvs-24 VST-1711
8 1283, 307, 327, 350 (Replaceable Valve Guide) | Vs-28 VST-1611
196365 @ 4 1153 . VS-2 ("2 Set) VST-1811
1960 b 1140 VS-26 Not Required
196163 | 6 [145 o j VS-26 Not Required
19465 @ 6 (164 . 1 Vvs-26 Not Required.
19636/ | 6 (194 T ~ ] Vsl VST-1811
193753 |6 |216 T VST Not Required
196369 | 6 230 _ VST VST-1811 -
199162 | 6 235 ~ TV NS T T T Kot Required
136673 | 6 2o B T R A 1 T B/ ST T
19%de 6 o 0 T TN T Not Requied
RT3 1 6297 VSl VST-1811
19eFT72 (6 1anT, 4010 T o COvsy T ST 012,
S — el L VST-20A14
1965 /3 | 6 1478.473M Tovss, VST-2012.
P ) L _ T | VST-20A14
16N RT R O6G Sangle Vaive Sprng) VS 2 I VST i811
199557 |8 1265 [Replareable Valve Guide] T Ns2e TUNTTSTRIT
195767 | 8 1283 (Single Valve Spring] - Tovs2 T TSt as
105757 | 8 1283 (Replaceabie Valve Guide) S R TONSTOeIT
1958-73 | 8 [307 (Single Vaive Spring) i TS VST-1811°
1968-73 [ 8 1307 (Replaceable Valve Guide) - T T VS-28 VST-1611
196268 | 8 [327 (Single Valve Spring) T VS-2 -~ VST-1811
196268 | 8 |32 (Replaceable Valve Guide) 1S VST-1611
1958-65 | 8 [348 e T V§E VST-2012
1969 /3 | 8 1350 (Single Valve Sprniy) VS-2 VST-1811
1969.73 [ 8 1350 (Replaceahie Valve Gude) ~ TS VST-I6IT
1966-70_ | -8 [396 R X Not Required ~_
19/0 7371 8 400 (7 bbl carb] I B 5 VST’
197 g__L_gnuoz (Turho Jet 40074 bbi carb] DTl vsd TN g_:
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* Sef el
Assessment

QUESTIONS NUMBER 1 AND 2 ARE FOLLOWED BY A NUMBER OF POSSIBLE ANSWERS. SELECT
THE ANSWER WHICH ANSWERS THE QUESTION CORRECTLY AND PLACE THE LETTER IN THE
BLANK PROVIDED.

1. ___ How do you find out what the customer needs?
a. by guessing \
b. by asking the customer questions
c¢. by asking anather parts éounter wquer questions

. ) 2. ____ If you sell a customer the wrong part," what is likely to happen?
- a. your boss will be pleased with your work
" b. the customer will problably always shop ét your store
c. the customer will be irritated, will blame ybu, and will probably
not shop at your store next t}me ’

WRITE AN ANSWER TO fHE FOLLOWING QUESTIONS.

3. What are the following abbreviations short for?

a. Alt.

b. W/0
c. AC

d. W-W/0

e. Exc..

4. When should you ask for the vehicle engine size?




- 5.

N\

»

When should you ask the customer if the engine has special equipment?

46
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@ Self Assessment
Answers

-

1. b - -

2. ¢

3. a. alternater " ,

- _b. without * .

c. _air conditioning
d. with or without
e. except : .

4. wWhenever the part you are looking for.pas many different variations,
. ’ depending on the size of the engine.
5. When the catalog shows that parts are different for those engines that

have special equipment.
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.

Assignment

COMPLETE THE FOLLOWING ASSIGNMENTS.

- 1. Role Playing.

Pretend that you are a parts counter worker and have another student play
the role of a customcr. (Both look at Figure A.) Have the "customer" pretend -
- he or she.-needs a fan belt for a Crysler LeBaron. Let the "customer" choose
which year, model, and optional equipment they have. (The student playing
the customer should jot this down, together with the part number of the
. fan belt that they think would fit. -They should not tell you which car
they have chosen.) You should then ask the “"customer" questions to find
. : the right fan belt for the car. Did you both come up with the same part
number?

Now reverse roles wi;h you now playing thé customer, and pretend you need
a fan belt for a different year and model of Chrysler LeBaron.

2.\ Obtain a parts catalog (auto parts stores often have out-of-date ones) and
lodok at parts for various engines or-transmissions. How many different
transmissions and models of engines does Chevrolet sell.

3. Find two footnotes ih your catalog. Write down what the footnotes say
and why you think they were necessary. )

f ?
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Job sheet IR

el

STUDY FIGURE B CAREFULLY AND ANSWER THE FOLLOWING QUESTIONS.

1. How many different seal sets are shown on the page?

Ed

2. What sedl set is required for a 1972 Chevrolet 402 passenger car with a
single-valve spring?

3. If the engine in question has a double-valve spring,would it use the same
seal set? How do you knew?

Y
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- Assessment
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+

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

’

1. Look at Figure A. What is the part number of the belt required to drive
' a 1978, 360 C.1., with power steering and a 100-Amp Alternator, but without
. \ an air pump or air conditioning (AC)? ‘

2. Where would you find belt information about a Colt? (Figure A)

. 3. What does the symbol ® mean next to the Radiator Hose part #CH463?

.
-~ 4.
! BN

Y

4. How many belts are required for a Chrysler LeBaron 1979 V/8, 318, alt.
" and comp. W/ 100-amp alt.? What is the number of the belts required?
(Figure A) ’

5. What seal set is required for a 1964-292-Chevrolet engine? (Figure B)

-

-

6. What seal Pet is required for a 1964, 327, W/ single valve spacing?

‘ (Figure B)
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Instructor
Post Hseessment Answers

15450
Under Dodge Colt
Three belts required (install in matched sets)

2, 15585
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HANDLING MONEY CORRECTLY ’

Goal: ’ Performance Indicators:

) The student will be able to identify the The student will complete a Self
principles of handling money correctly .| Assessment, an Assignment, a Job Sheet,
and will Qractice those principles. and a ﬁost Assessment, and will practice

\ counting out change. The student will
. g ’ also become proficient in the use of a

cash register and an adding machine or
calculator.
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Studg\:Guide*e )

INDIVIDUALIZED LEARNING SYSTE

-«
LK

In order to finish thi; module, do the following tasks. Check each item off
as you complete it. ' ‘ ‘

‘.

" tion you need to understand the subject.

Read the Goal and Performance Indicators on the cover of the module.
“This will tell you what you will learn by study1ng the module, and <

how you will show you've learned it.

Read the Introduc* 1on. The Introduction will tell you why the module
is an important part of tho parts counter trade.

Study the Vocabulary section. Vocabulary words are important for-a
good understanding of the trade. After you have studied the vocabulary,
ask your teacher to quiz you on the words and their meanings. -

-

Study the Information section. This section will give you the informa- .

L]

" Take: the Self Assessment exam. This is a test for you to prove to your-

self that you have learned the material you Fave studied. Compare your

" answers with the answers on the Self Assessment Answer Sheet, which is

on the page follow1ng the Self Assessment. If you scored poorly’,
re-study the Informat1ow section or ask your teacher for help.

Y

Do the Assignmeqt page. Follow the instructions at the top of tpe

Assignment page.
v )

Do the Job Sheet. Follow the instructions at the top of the Job Sheet.
The tasks listed on the Job Sheet will help you develop skills which
will be helpful to you. )

"Take the Post Assessment exam. Give the exam to your teacher after

you have completed it. Your teacher will grade it for you.
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Money collected in your str  for a sale of merchandise should be rung up on

a casnh register immediately. The invoice should be dated, the sale amnount
wrjtten in, and the invoice should be signed. This assures that ‘the sale ‘is
completed and the money received. The cash register receipt is made out and
marked. Sometimes a "Paid" stamp is used on the customer's copy of the invoice
and no ¢~+;h register receipt is given.

Money that is collected for a sale of merchandise belongs “to the employer. o -

Honesty is very important. Improper handling of money, éspeciale cash, could
cause you to luse your job. ) ‘
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<

- Yocabulary

Trade terms are very important for a good understanding of the trade. Study

|
| *  these words and meanings. When you have learned them, ask your teacher to
} quiz you on the words and their meanings. S

CASH DROP--Money taken out of the cash drawer tha is more than you need to

. |

o make change. Money taken by manager to put in safe.
i ‘
SURPLUS CASH--Money that is more than you started with; moncy taken in by .
‘ ~ sales; more money than necessary to run your ‘tash register.

CASH DRAWER--The drawer that can be lifted easily fro~ a cash register; it
' has divisions for bills and change.

(N
(Pa)




INDIVIDUALIZED LEARNING SYSTEMS

® Supplementary
References

1. Counterman's Handbook. Automotive Service Industry Association.

2. The Inside Salesman. NAPA.

3. Auto Parts Counter Worker. University of Texas. v |
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- Information

If you, handle money collected for the sale of merchandise in the parts store,

you need to know a few fhings in addition to the duties of supplying parts

to customers: ‘

* How to operate a cash register and adding machine or calculator 5

* The method of aiving a receipt to the customer for money received %
* The.policy of your store on receiving checks :

‘ * How to "close out" the cash register and balance the méney
* The method of discounts used and how to figure them for your store
* If)you must collect a salos tax, how the tax is figured and how it

. is recorded on a sales receipt

If the sale is large or irvolves several different items and prices, use a
calculator or adding machine to be sure you are accurate. Do this before
using the cash register tape.

; If your firm has rules on check receiving (accepting checks from customers),
T follow them. Sometimes only the manager or a senior employee will be able ‘
to receive checks. Whatever the policy is, follow it.
The cash register drawer vou use will probably start with $25, which is used
to m change: one $10 bill, two $5 bills, five dollars in guarters, dimes

nickic. and pennies. (Fifty-cent pieces are<seldom used. If you receive
some, be sure to place them where they will not be mixed with other coins.)
Coins come in paper rolls: pennies--50-te a roll; nickles--$2 to a roll;
dimes--$5 to-a rolT, and quarters in $20 rolls.

Large bills (twenties, fifties, etc.) and checks should be placed in the
57

f
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compartment beneath the cash drawer. If -you take in a large amount of money
{above the cach you started the day with), ask the manager or person in charge
to remove some. He or.she will record the amount and give you a receipt for
it. FCR SECURITY REASONS (DANGER OF THZFT) LARGE AMOUNTS OF CASH SHOULD
NOT BE KEPT IN THE CASH REGISTER. Never turn away from, or, leave, the cash
rggister with the drawer open. It is a temptation for someone to steal.

To be accurate in handling money, you should always count back change from
a cash sale. For example, if a sale totals $12.99 and the customer Cives you
a $20 bill, you should: :

1. Lay the $20 bill on the shelf above the  cash drawer. This prevents
confusion about the size of the bill the customer gave you.

2. Remove money from the drawer to make change: one penny, two $1 bills,

~one $5 bill. - '

3. As you hand back the change, count it out aloud as you p]aée it in
the customer's haxd. ("Thirteen," give the customer the penny;
"fourteen, fifteeﬁ,“ give the customer the two $1 bills, one at a
time; then give the customer the $5 bill and say, "and twenty.

“Thank you.") - ‘

4, Be sdre to give the customer a receipt or stamp the invoice "PAID,"
whichever is your store's policy.

5. Place the $20 bill in the, register.

Toﬁprevent mistakes, employees will arrénge bills in the cash drawer so they
all face the came way. Be sure bills and ccins are in the correct spaces for
“their denominations. This prevents mistakes and gives the worker a good

idea of the amount of money taken in.

At the end of the day, the total of the cash register tape should be equal to
the amount of cash and checks you took it, plus any receipts for cash drops,
minus the money you started the day with (to make change).

Alwavs keep in mind that the money in the cash register belongs to the

- employer; honesty is of great importance. If you are dismissed for stealing
- dishonesty, your chances of getting a job anywhere will be verv siim.

Stealing from an employer is almost certain cause for immediate dismissal.
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® Gelf
Assessment

o WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1. What does the counter worker do so the customer can prove he or she paid
_ the bill? ‘

2. How much money is in the cash register at the beginning of each day?

3. What should be done with checks?

L

4. Where are checks and targe bills piaced?

5. Why does the counter worker count out change to customers?
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(3

® Self Assessment
- RAnswers

' v 1. Gives the customer the cash register receipt and/or stamps the invoice
"PAID."

’

I3

2. Usually $25 in small bills and change.
3. Follow store policy 6n check cashing.

4. In the compartmént beneath cash drawer.

. 5. For accuracy and to avoid mistakes.
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<

. a . |- .
- Assignment |
- ’ \ ~ 7
“COMPLETE THE FOLLOHINQ ASSIGNMENT.
Practice counting out change by simulating sales of different amounts. Use
money or play money to develop skill. . p
o : A

61
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’L

Job Sheet

»

COMPLETE TWO OF THE FOLLOWING THREE TASKS.

1. Learn to cperate a cash register.

2. Learn to operate an adding machine.
or -
3. Learn to operate a calculator.

12

it 1s important that a counter worker be able to use thesec machines quickIy and
‘ * accurately. Practice until you can!

= 3
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e Post
~ Assessment

a j t

-

© -~ ¥
2

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS. .

A

1. Nﬁy is a cash drop necessary during the working day?

EYY

\

2. ‘'Why are large bills and checks put in the compartment under the cash
drawer? ‘

3. How can you help prevent theft from your cash drawer?
4. Why is honesty important?

5. How much money is in a roll of qiarters? Dimes?

[§ )
N
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®lnstructor
Post Assessment Answers

-

To remove large amount of cash from the cash drawer, for security reasons. :

\

For security reasons.

Place large bills below drawer, never leave cash register drawer open or
unattended.

¥

Money belongs to firm or business; you are subject to immediate dismissal
for dishonesty or theft. -

Quarters $20 to a roll. ,
Dimes $5 to a roll.
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Y AYS g -
m ! A . | J

Goal; \ | - - | Performance Indicators:

Student will be able to ideritify good ‘ The student will complete a Self
sales attitydes.

Assessment, an Assignment, a Job Sheet
and a Post Assessment, and will observe
and ‘practice sales techniques.

(P




/
INDIVIDUALIZED LEARNING SYSTEMS

1

" Study Guide

-

-

In order to finish:this module do the follow‘hg tasks. Check each item off
as you comp]ete it. . e i

4 °

1.. Read the Goal and Performance Ind1cators on the cover of the module.
Th1s will tell you what you w11] learn by studylng the module, and
how you will show you've learned it. * b B

N |

’

2. ‘Read the Intro&uction The Introductlon w11] teil you’why
jij is an 1mportant part of the parts counter trade. ™

o

3. Study the VocabuTary sectlon Vocabulary’words are imporiant for a good
understand1ng of the trade. After you have studied the vocabulary, ask
your teacher to quiz you on the words anf their meanings.

. i . Al “;

4., ___ ’Study the Information section. This. section will give you the 1nforma-
t1on you need to understand the subJect \ o é

5. * Take theLSelf Assessment exam. Th1s is a test for you to prove to your-

self "that you have learned the material you have studied. Compare,your
answers with the answers on the Self Assessment Apswer Sheet, which is
on the page following the Self Assessment.' If ygu scored poorly,
re-study the Informétion section or ask'your teacher for help. —

6. ___ Do the Ass1gnment page Follow tne-instzgptions at’the'top of the¢ .
Assignhent page. ' . ,
7. Do the Job Sheet. Follow the instroctions at the top of the Job -Sheet.

The tasks listed on the Job Sheet’ w1]l help you develop skills which

will be helpful to you.. é/” .
8. Take the Post Asseéssment, exam. Give the exam-to-your teacher after you
haves completed it. Your teacher will grade it for you.
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One of the most challenging jobs of a parts.caunter"worker i$ selling. Good
skills can lead to a better job in the parts sales field.

Sellihg ability is important t6 your store's success and your ability_to serve
your customers: The knowledge of products, store policiqs, péople and pro-
cedures is very 1mportant Selling_goes beyond just supplying the/parts your
customer wants. ,Selling customers the related items, as well as equipment. and
supplies necessary to do the job, is another important part of your job as parts
counter worker, '

)
Having the ability to persuade people to buy is known as selling. A salés-
person knows how to use attention, interest’ and principles of salesmanship to
lead customers to buy.
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- Vocabulary
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.
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Trade terms are very important for a good understanding of the trade. < ‘udy
thesc words and meanings. When yocu have learned them, ask your teacher to
quiz you on the words and their meanings.

M

-

/‘\ ' 4
RELATED ITEMS-- arts, supplies, products or equipment and special tools wich “ .
a customer can (or would) use to do the job easier, better, or faster anc

cheaper.
|
o INFLUENCE--The ability to produce effects without use of force or authority. }
, SALESMANSHIP--The ability or skill of selling.

ATTITUDE--A manner that shows how people accept or lock at something, how they
may feel about a job. N ~

ATTRIBUTES--A characteristic cr quality that someone has., kindness, friendliness.
\ The ability to sell is an attribute. An attribute can be developed.
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Supplementary
References

1. Letterman, Elmer G. The Sale Begins When the Customer-Says "No." 1953.
Manor Bocks.

2. Lochley, Lawrence C. Cases in Marketing. Allyn 1964.

3. Berton, Pierre. The Big Sell. Knysf 1963.
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information

Every person who walks to the counter or comes in the store is a possible sale.
How do you turn it into a real sale?
1. You should try to create a favorable impression with every customer
you meet. Starting off with a friendly greeting is a good start.
Remember, the first impression you yive toc a customer can be a lasting
one, and it should be a GOOD one.
2. Follow the opening greeting with a questiun 1ike "How can i help you?"
or something that shows you are willing and ready to help.
3. A little social talk about the weather is fine, but don't over-do it.
. Too much chit chat wastes the customer's time, and there may be other
customers waiting.
4. Greet customers at the counter IMMEDIATELY, even if you aren't able
to wait on them right away. To be recognized is important to the
customers. They know you have seen them and will get to their r ads
- 2S soon as you can.
5. Good sales people are good LISTENERS. Good listening is one part

of good selling. A good salesperson can nse things the customer says

as a way to know what the customer needs. [t slso alerts you to things

that the customer may need to compiete the job.

s 6. Give the customer you are serving your IﬁMEDIATE, UNDIVIDED attention.
It's a good way to train yourself to become a jood listener. Try some
of these when you listen to a customer:

. a. Do you detect any helplessness, hesitance, impatience on the part
of the custorer?
b. Wait until the customer finishes talking; don't interrupt with
questions of your own.
. c. If the customer doesn't give you enough informaticn, ask questions
‘ when he or she is finished. Ask in a friendly manner. Don't

talk "down" to a customer or be impatient.

ERIC 70 1




~d. Write notes as you listen; you can refer to them later and you
won't need to ask unnecessary questions.

e. Don't silently judge a persen. You shouldn't judge whether a
customer is "“dirty," "sloppy," or "cheap." .Judging someone blocks
your ability to listen.

f. Avoid any reference to race, religion, nationality or color; this
could damage relations, lose a sale and lose customers. Also, you
might hear from your boss and lose your job!

An aid to listening s learning when and what juestions to ask.

1. Ask for complete information. You need make, model, year, component
part number, etc.
2. What kind of problem does the customer have?

3

3. What does the customer want? .
4. What g&ﬂg[iiggm§ {related parts) does the customer need?

You should understand ti.e customer and be aware cf the job he or she is

doing. What other parts or products might be required? Think of his or her

Job in terms of your knowledge. If the customer is grinding valves on an

engine, you should be thinking of what related parts might be needed, and

suggest them. Carburetor timing chain, new valves, and many other items

might be needed for the job. Write some of these on your notes. If a customer's

needs aren't clear to you, ask other parts counter workers for help.

Suggest and sell related items that will benefit the customer. Things that

save time and money may be important to the customer. If it means he or she
can do a better job and make more profit, say so. If it makes a better job

for your customer's customer, it is sure to make a customer for you.

Don't "oversell" customers. Don't persuade them to buy items or products
they .1y don't need or can't afford. This is "overselling" and can cause
hard feelings on the part of the customer. If customers leave the store and
say to themselves, "I didn't need all this stuff; that salesﬁerson really
got to me! [I've been had!", you probably won't see them again.

It is important that you have a good atti*ude toward your job. You should be

loyal to your store; don't talk badly about the place, not to anyone. If

e mg




you don't have respect and loyalty for your job, quit it and find another.

Be pleasant and work with fellow workers. Cooperation with them will make

your work more pleasant and your job easier.

Jevelop the following attitudes:

1.
2.
3.

Try to
like a

Be interested in the job of selling.
Learn as much as possible about the wholesaling business.
Keep up-to-date with catalogs, parts, equipment, products, supplies

and manufacturer's lines.

. Increase your knowledge of “ehicles, equipment and related automotive

supplies and products.

. Learn from e\ 'ry selling experience.

apply the following principles of selling to your job. Selling sounds
difficult thing to do, but it really isn't.

Get the attention of the customer. Your questions, your merchandising
displays and product pamphlets are all means of getting the prospective
buyer's attention.

Find out what the customer needs and create some interest in a
particular product or part. Stop "selling" and let the customere,

ask questions. i

Believe in the product. It's a good way tojco.vince the customer if
you are already convinced that a product will do what it says it will.
Appeal to the customer's sense of pride in werk and need for profits.
Make it easy for the customer to buy. Once the customer is convinced
he or sk needs the part, mention the store's poiicy on discounts,

charging, credit, etc. This may make it easier for the customer to buy.

| ‘or any sales order in a positive way. Ask, "Can we send this
along with your'order?" or "May we put this on your account?"

Your sense of timing abodt when to close the sale is important. If
there is a pause ur hesitation, say, "Shall I write this up now or
were there some »ther things you needed toJay?” Taking action

completes the sale.

72
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* Self
Assessment

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1. What are the steps of a sales process?

2. What would be related items for a valve grind; list 3 items.

3. What attributes should you develop to become a better sales person?

¢ ‘4. What are some thing. to remember about becoming a better 1istener?
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® Self Assessment

Answers | U »
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1. Getting attention, promoting interest in product or parts, benefits of
sales to customer, creating a desire to buy, taking final step (action)
to selling. .

2. Valves, timing chain, gaskets.

3. Interest in your job, loyalty, knowledge of products and customers, keép

up-to-date, learn from experience.

4. Listen, don't interrupt, ask questions or make statements that lead the
. customer to ask questions, make Sstatements after the customer finishes
talking.
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- A.Ssignfnent

COMPLETE THE FOLLOWING ASSIGNMENT. -

Visit a parts store and observe a "sales" parts counter worker in actioh.
Listen and learn.

1. Write a brief report on your visit. Write about things such as sales
techniques used. Were hints on selling you've learned about used in

situations you observed? List the hints. Give the report to your
instructor. '

@ “’

/5
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- Job Sheet

COMPLETE THE FOLLOWING TASKS.

-

1. Team up with a classmate. One of you will be the prospecti&e customer,
the other will be the sales counter worker.
a. Use steps and hints on selling.
b. Be a good listener.
c. Ask questions.

2. Reverse roles and simulate "sales resistance"” or 'reluctance to buy."

3. List statements and questions you use to make selling easier for you to do.
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* Post
Assessment

3

WRITE AN ANSWER TO THE FOLLOWING QUTSTIONS.

1. 'What are related items?

v 2. What is a greeting to use when a customer watks into your store?
S

3. What do you do if you find the customer wants something you never heard of
before? ;

4

4. What attitude should }ou have toward your store?

5. How can you make the selling job easier?
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'Instructor
Post Hssessment Answers

i
'\

1. Items a customer may need to speed up the job, do it better or make more

I
|

profit.

P

2. "Hello , how can I.help you?"
3. Ask for a co-ﬁorker's help or ask sales manager for assistance.

4. Loyalty, pride in product, pride in merchandise ycu sell.

. 5. Develop sales attributes, be knowledgeable about parts and products, keep
up -to-date on catalogs and prices.

-~




. \ © SALESMANSHIP

{ .
!
Goal: ! Performance Indicators:
The student will identify the steps iny | The student will understand the fine
handTing ithe custcmer orders in a satis- principles necessary for developing a
factory manner. : good sales attitude b_y completing 2
Self Assessment, an Assignmerﬂ: a Job
/ o Sheet and a Post Assessment,
it ,
/
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In order to finish this module, do the following task§. Ch%ck each item off
as you compiete it. .o 1 o,

-

©

1. ¢ Read the(Goal and Performance Indjcatorssoﬁ°the cover of - the module.
This will tell vou what you will learn by _studying the module, and
how you will show you've learned it. ’ :

2. Read e Introduction. The Introduction will tell you why the module
s is an important part of the parts.counter trade.’
. ’ 3. ~ Study the Information sectibn This section w;ll gwe you the informa-
tion you need to understand the subJect ..

\ 4. ., Take the Self Assessment exam. This is a test for you to prove to your-
" self that you have learned the material you have stugied. Compare your
. answers with the answers on the Self Assessment Answer Sheet, which is
J. on the page following the Self Assessment.h If you sgered poorly, : |
: re-study the Information section or ask your, teacher for help.
55'___; Do‘the Assignmenti page. Fof1qw the instruetioné at the top of the -
" Assigrment-page. '

v

.. 6. * ‘Do the Job Sheet. Follow the instructions at the top of the Job Sheet.
. o The tasks listed on the Job Sheet will.help you develop skills which
.+ - _will be helpful to you.
L -
.‘ 7. Take the Post Assessment exam. Give the exam to your teacher after you

' o have;ebmpieted'1:;//;paf’feacher will grade it for you.
V. ) X (',' .. [ v-' . )
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~ Introduction

,The main duty of the parts counter worker is to sell the merchandise and ser-
vices that the store has for sale. It is a difficult job. B

There are more than 130 million éars and trucks on the nation's highways. These
vehicles each contain more than 15,000 parts. Besides all the cars.and trucks,
there are millions of stationary pieces of equipment like small engines, lawn-
mowers, outboard motors and the tools and equipment needed to repair them.

In addition to knowing the technical and mechanical end of the auto parts busi-
ness, the parts counter worker must be able to handle customers in a prompt and
. cheerful manner. ,

~

The ability to develop an understanding of human relations will help a parts
counter worker be a success. 1 .

’ ~
1

o

81
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2. Auto Parts Counter Worker. University of Texas.

3. f{he Inside Salesman. National Automotive Parts-Association.
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Makiné a profit and balancing the stock is part of the work that goes on
e store and the parts counter worker. Much time and effort may

Spent in getting the customer into the store to buy'parts. The sale
micht not be made if the customer > not properly served by dﬁe parts counter
worker, )

Think of yourself as a customer. You would not want to be served by someone
in dirty or messy clnthes. Remember, you are behind the counter and you
represent the store. Your speech, your attitude and your knowledge tell the
customer the good and bad points of you and your store.

Believe in your johb and your product. As a parts counter worker you are a
salesperson, and if you don't believe, you are merely uvehind the counter,
not selling. You might as well be one of th~ fixtures.

The first step to becoming a good salesperson is to develop a good, who’ _some,
proper attitude. You must have the proper attitude about yourself, your

jsb, your business organization, your product and your customer. A proper
s=11ing attitude is based on several principles.

* Do not just take customer orders. "Waiting on customers" 1s a bed phrase
and you shuuld forget it. Your real job is to serve and us>sist the custome:
in every way. SQme parts counter workers just wait for the customer to tell
thcm-what they need. Customers should go out of the store knowing they
bought the right product and the right services, accessories and ail that is
needed to do the job properly.

* Discover the personal satisfaction of selling. A persor. teels good when

84
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\\\hegeffzz; has helped another person. Selling is the challenge of helping
’ﬂzﬁxgle. -

* It helps to have a genuine interest in a customer's needs and problems. A
person needs assistance when his or her car won't run as it should. Part

of your job is to advise and assist in helping the customer solve the problem.
Try not to say, "Sorry, we don't have the part," or "Sorry, 1 can' 't help
you." If you are 1nterested enough to help solve-the problem, you will

_ __probably make-a fr1end, and win a customer for your business.

* Another i portant point is to sell quality to the customer. The owner
of & vehicle wants what is best for that vehicle. A large investment is
made for a car or truck and the owner expects quality performance from it.
dhen you sell a product or provide a service, be sure to tell the customer
it is a quality product which can be relied on.

*Customers judge & business by the appearance. You wouldn't want to go into
a store that is messy, or has Jjunk on the floor and counters in a sloppy
arrangement. Messy clothes, grease-smeared invoices and dirty parts add

up to a sloppy attitude by the store. Personal cleanliness and an orderly,
clean, well-run store helps build the customer's confidence.

* Gre2ting the customer is the first step in the sale of any part. (-~lling
the customer by name shows a good interest and a desire to serve. A riendly
smile shows your greeting is sincere.

* Determine the customer's wants and needs. Ask quastions to get all the
facts. Yov- vnowledge of the vehicle and your catalog helps the customer.
[f parts neeaed are not in stock, they may have been replaced by another
part. A new -t might be unfamiliar to the Customer. Explain how the part
works or how to install it. Give advice if special tool« or other equipment
is needed to install it. Get clues about preblems by asking the ~ustoumer
questions.

* You may hav: to demonstrate how a product performs. Show the customer
s0 he or she can judge the quality and performance. You may have to learn
how t» parform such a demonstration beforehand in order to do it corrertly.
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Show any advertising brochures and literature you may have and any facts in
charts or tables. Let the customers see, so they can judge. Remove the part
from the box to be sure that no mistake has been made in packaging. If the
customer objects to size, price, terms, delivery, credit, trade-in allowances,
or any other reason for buying, you have a real test of sales ability.

* Do not talk the customer into buyirg something that is not needed. You

snould never "high precsure” your custome. into buying something. Sales resistance
means that there is ;ome question in the customer's mind. !isten to him or

her, they may be telling you their wants and needs, but you aren't Tistening.

* Objertions to price may be overcome by poiniing out quality, reliability
and long-life of the product. Explain credit terms and srore policies on
credit and discounts.

L ]
* [f the customer objects to brand. names, show guarantees of quality and

performance. Take time to explain anything they do aot understand.

* Fi11 the order quickly and accurately. When the order is ready, assure the
customers of their c0rrect choice and thark them for the bus1ness If properly
treated, the custOmer Wil be back for repeat business.

A Jct of the parts counter sales are handled over the telep. ne. Courtesy and
frier” iness are the main parts of good telephone m. iners. Sometimes the
co. .er worker is interrupted at the sales counter by the telephone. Use

g d judgment in determining v .0 must wait. ‘ e

Rules or good telephone use can be an asset to your sales ability if followed
proper]y:
1.) Voice s the only clue to your personality. Prompt, friendly,
courteous service is a must.
2.) Answer promptly in a business-like manner. Identify the place of
business and give your name. You then may offer service by asking,
"May I help you?" s )

3.) Use the same techniques and attitudes you would use if you were
selling the customer in person.

85° 88




4.) MWrite down requests, repeat the information aloud so you are sure
1t is correct. o -

5.) Check catalog and parts inventory if time permits. If it doesn't,
Toc up the necessary parts and prices and call the customer back.

6.) Close the phone conversation courteousiy and hang up gently.

1f you promise a phone customer you will call back, do so. If another
customer is at the counter, call first, then serve the counter customer.
Remember, first come, first served. Explain to the <uunter customer. that
you'll be right with him or her, make sure you ca11‘quick1y and be as brief

as possible. .

-

o
(@)
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* Self W
Assessment o A

WRITE AN ANSWER TO THE FOLLOWING QUES?IONS.

|
|
\

1. Describe how :you should handle customers.

2. What attitude should the customer have when leaving the store?

o " V2

3. What is meant by "knowing your products and services?"

v

4. What things cause the customer to resist buying?

. 5. How can you increase customers' desire for the product?
i
|
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Self Hssessment
Answers

1. Friendly, courteous greeting. Willingness to serve. Clean appearance.
Good attitude. Pride in yourself, your business, your product.

2. The correct product or part was purchased, the pricewas correct, the customer
was treuted in a friendly courteous manner, and not sold something he or
she didn't need.

3. You shquld know your product lines, their, advantages in price, quality and
warranty. Services your store can provide and how they can help the

customer.

4. Price, discount, allowahce for old part, lack of knowledge of product or
brard.

5. Show off brand or product. Compare with like brands or product; Advantage
of price or discount. Ease of installation or use. ‘

4

S
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@
~ Assignment

COMPLETE THE FOLLOWING ASSIGNMENTS.

§

1. List five principles necessary for an aggressive sales attitude.

~

<. Name six things you can do to develop pleasant relations with your customers.

‘

3. List services that may be offered by an auto parts store.




INDIVIDUALIZED LEARNING SYSTEMS

~ Job Sheet

¢

COMPLETE THE FOLLOWING TASKS.

1. Set up "role playing" with other students. One student takes the role of
" the parfs counter worker, the other studert takes the role of a prospective
customer. Reverse roles and simulate problems and sales resistance. How ’
" do you overcome the problems? ’

2. "Rcle play" by actinq‘out a telephone order between customer and parts store
worker. Take crders and "scl1" over the telephone. Don't forget the tele-

‘ phone rules.

90 :
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® Post
Assessment

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS. —  —~ —

1. What are the five principles for develogiﬁg an aggressive sales attitude?

2. “ho is responsible for changing your attitudes?

E
4

3. Name 6 things you can do to develop pleasant relations with your customers.

AN
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®lnstructor -
Post Assessment Answers

-Sell, don't be an order-taker.

Discover the personal satisfaction cof selling.

A
B
C. .Develop a genuine interest in customer needs and proBlems.
D. Sell quality to the cu;tomer.

E

Develop a ggod appearance.

. s
a3 - N
—

2. You are.’ Develop a proper attitude toward yourself, your job, your business

"~ organization, your product and your customer. ¢ - )

‘ ' 3." Handle customers promptly, efficie.anﬂy. Be clean 'and neatly dressed. greet

_ -customers with a fpiendly smile, by name, if possible. Believe in the “pro-
*duct you sell and be able to dehbnstrate its use. gnoﬁ products and services

} your store can offer. Be helpful, sell don't just take order;."Make sugges-
tions and assist customer in every way. Be sure customer leaves the sfore

.pleased with'the purchase, the price, product and service was what was needed.

o
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wﬂ Petformance Indicators;

: /
The student will be able to identify the The student will deme trate/én under-

‘diffgrénces between a major supplier

standing of ti

subject by compieting

and ‘lesser-known suppliers, ayd will
tdentify advantages and disadvantagés of

" each.

o~
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a Self Assessment, an Assignment, a
Job Sheet and Post Assessment., =+« ~
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Study Guide |
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e T 2 v M . )

X _,"J -9 .
L in order to f1n1sh this module do'%hZ’following tasks. Check each item off

. «‘“{'”1' as’ you comb}e?ewxgl :wﬁﬁia - o o
> . o
- .
Py ’ "
» 1. Read khe-Goal and Peirf rrm@nce {ndliators on_the cover of the module.
S v
. This will tell you what you will 1Barn by studying the modu]e and

-how you will show you.ve learned it.

o 2. ‘ Read ihe Intrdduction. The Introduction will tell you why the module

| T s an‘importdht part of the parts counter trade. .

3. Study the Informafion section. This section will give you the informa-
tion, you need® understand the subject.

| .

4. Take*the Self AS assment exam. This is a test for you tc prove to your-
self ithat you have learned the material you have studied. Compare your
answers with the'answers on the Self Assessment Answer Sheet, which is
on tﬁe page following the Self Assessment. If you scored poorly,
re- study the Information section or ask your teacher for help.

& \
5. Do the Assignment page. Follow the instructions at the top of the
Assigrment page. . ‘
\ : /
6. Do the Job Sheet. Follow the instructions at the top of the Job Sheet.
The tasks listed on the Job Sheet will he]p you develop sk11}s which
will #e helpful to you. /
o, e ! /
o . Q ‘ ‘ /
‘ . 7. Take {he'Post Assessment exam. Give the exam to your teacher after
/ } ,»'
you have completed it. VYour teacher will gr.ue it for yoy.
‘ /

»
i
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Picking parts that ar~ supplied by major supply -companies—has—both-advantages——
and disadvantages. The.weli-trained parts counter worker will recognize the
name of major suppliers and i‘also what goods, materials and parts t}hey supply.

|
N .
The beginning parts counter worker should learn the names of major suppliers
for tZe store or parts department in_which he or she works. 'Some major suppliers

are‘w(ll known: Delco-Reny, Motorgraft. But there are many others. The major
supplir s are often nation-wide, Hut may only supply a certain area. ) -
oy . B
o .
The counter worker e aware of major suppliers and the producis they
' supply in ordegr”to give the customer the best service possible.

/

/
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® . Supplementary
- References

1. 'Pq:ts Catalogs. (A11 manufacturers and years.)

2. - Parts Jobbers Daily Order Sheet.

Y
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*formation

- e

~ . -
Picking parts for'the auto parfs store cdstomer is one of the‘counfer’worker's
biggest and most important jobs. The gggigg_of the supplier can sometimes
make sure the customer is satisfied and compleu ly happy The wrong choice
can mean a very unhappy customer, one wh1ch you prgbably won't see again.” |
There are several subpliers available for each different part, product,
all supplies-and materials. -Some suppliers are what are krown as "major"
suppliers, others, less known, are not. ) .

~

Following are some of the }easéns that major suppliers are chosen over lesser-
known suppliers:, - . -
' -1. Availability. The major companies keep large inventories.in local
warehouses--within a few hours of even the most remote parfs store.
Sometimes only a phone call-is needed to have the necessary pqrt§ on

>

.their wav. :
2. Pri .. Many of the majci suppliers give a discount above the normat
discourt if.you buy in quantity (or even bu& items that are not usually
carried in your 1nventory, . .

3. Mérchandising. Major suppliers will furn1sh--at no chaage--d1splg¥s
of their products. Also, salespeople for the supplier may call on

the store, showing new stock, possibly even taking orders and handling
all the paperwofk. Sometimes, they even go so far as to put the stock
on your shelves, label and price it for your store! .

4. Guarantees and Warranties. If a part fails, the major supplier will
take the part back and replace it with a new one (if if is within
warranty time). Somet*mes the major .supplier will have a pollcy that
will pay the the customer for his or her labor if the part fails.-

A1l of these things should be taken into consideration when picking parts'

IUU o .“ : >

-

7

v
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for your customer.

The Emaller parts suppiier\mgy"also have *he‘advanfages that have been listed.
The service might be just as good; it might even be on a personal basisl‘g ‘
Customers that come into your store may have a]reédy used parts and supplies
from the lesser-known company. If they iave been satisfied, they midht want
to get parts and supplies from a company they know they can trust.

‘ ~ ' 1 ar .
If it comes to a choice between a major supplier and.a tesser-known company,

all other things being equal, ask the customer if he or she has a preference.

Some customers will want and use only one brand or "make" of parts. If you
substitute a part, it might- be questioned. Be prepdred to tell why you chose
one brand over another. If there is any question then, always point out

some advantagg§\(and disadvantages) for Ehe choige. Maybe the customer
doesn't know the price advantage or the quality or qua.antees. Let the
customer decide. The customer, af%erma11,,w111 use.the part or p;oduct[;\

101
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-

‘ Sef 0 -
Assessment

-

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS IN THE SPACE PROVIDED.

f
- P

1. What are the advantages of using a major supplier?

)

N
2. List any advantages of a lesser-known company over a major supplier

¥ Y

'3.\’List 3 mejor suppliers.
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’

@ Self Hssessment
- Answers

1. Price, availability, warranties, guarantees, merchandising. :

. i — .
. 2, Service might be better, more personalized,if it's a local company.
Customer might prefer it over a major supplier. ’ :

A-C, DelcoLReny, Motorcraft.




- Assignment

INDIVIDUALIZED . LEARNING SYSTEMS

. T

. L é

.

-

COMPLETE THE FOLLOWING ASSIGNMENT. o ct

-

Study the daily order sheet. List the names of companies you know.

fomn
-

2. . Are thg companies you listed major suppliers? -

Y

3. List names you are not familiar with. Find out if ‘they are major suppliers.

L] .
v

4, Hou'woulh‘you learn what companies supply what parts-and products?

te

A

Give the Assignment page to your teacher when you're finished.

(=]
.-

|
.l



£ - \ %

- s . INDIVIDUALIZED LEARNING SYSTEMS
. ’ ) T . ) |
- , ¢ , . . .

| b Sheet DR

Vi A

S COMPLETE "[HE FOLLOWING TASKS: o ' o - -
Visit a local parts store and ask to see t'he daify parts order-sheet. Does "
. H : .
it look 1ike the one in this module? o

- . IS ..

@ -

&

* 1. List the major suppliers.

‘ . 2. Do the major su'ppL..,«s Tisted by the parts store pgrson match up with
the 1ist you made on the assignment sheet? ‘ ®

N -
. Ve >,
. . » . . -

“3. Ask the namés of some of the ‘smaller companies the part store deals with.
Why does the store use them? ) :

o . . L
- N .
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. Post S
Assessment

n.‘ " . - . . F]
: 2N K] R b . , - B .
¢ >+ 1. .What are the advantages of buylng parts*from d maJor‘suppller7 )
) - \ * * -,‘: . . . , (' b4 ‘ Q.' , .
» - ‘\ Rae r 1
D. :

- Ta 7 ‘ - < v Kl

2. How can a maJor Supp11er help sa]es ‘in y00r store?

LI
Y — ~ . ’,
— - .. - . s ., ‘ /
Y . -
. . . . . - - Lo o . R R
f * Y -
. B
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.

[3

| 'Instructor o
Post ﬂssessment Hnswers

m
- 1. Prices may be lower because of large volume buying.
.- R .
2. Sales peop]e'chf1 on your store. Major company. helps merchandising by

[ 4

/ providing displays and promotions.
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PICXING MERCHANDISE
"WAREHOU SE"

Goal:

Student wiil.become.fami]iar with parts

biqking;in a regional warehouse.

Performance Indicators:
The student will demonstrate knowledge
of the subject. by §uccessfu1?y comple-

ting a Self Assassment, an Assignment,
and a Post Assessment. '

108
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Study Guide

In order to finish thi% modulé, do the following tasks. Check each item off

o

as you complete it.
* . £
£ >
K

r

—————

" '1. °__ Read the Goal and Performance Ind1cators on the cover of the module.
This will tell you what youwill ]earn by studying the module and
" how you will show you've learned it.
e o=
2. ___, Read the Ifitroduction. The Introduction will tell you why the moduie
is an important part of the parts counter trade.

3. ____ Study the Vocabulary ‘section. Vocabulary words are important for a
good understanding of the trade. After you have studied the vocabulary,
ask your teacher to quzz you on the words and their meanings.

4. Study the Information seccion. This section wi]l-give you the informa-

tion you need to understand the subject.

5. __ Take the Self Assessment exam. This is a test for you to prove to your-
self that you have learned the material you have studied. Compare your
answers with the answers on the Self Assessment Answer Sheet, which is
on thé page following the Self Assessment. If you scored poorly,
re-study the Information section or ask your teacher for help.

6. Do the Assignment page. Follow the instructions at the top of the
' Assignment page.

7. _. _ Take the Post Assessment exam. Give the exam to your teacher after
you have completed it. .Your teacher will grade it for you.

S or. T 109
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- Introduction

The operation of the regional warehouse is an irportant part of the auto parts
industry.( It§ purpose is tc supply .the jobbers (the parts retailers) with
supplies and parts. The warehouse can keep enough parts on hand to make almost
any parts available to the jobber's customers without a long delay. Parts are
available on a will call basis and can be obtained in Just a few hours after
orderirg. This is a valuable service to the small jobber. It means that the
small jobber doesn't Bave to have large inventory, yet can still provide customers

with the parts they want.
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Vocabulary

Trade terms are very important for a good understanding of the trade. Study
these words and meanings. When you have learned them, ask your teacher to
quiz you on the words and their meanings.

CORE--A part that is retgrnéd by the customer when a replacement part is pur-
chased. Cores are rebuilt or remanufactured by the factory. Cores are
such items as brake shoes, fuel pumps, water pumps, generators, starters,
alternators and many others. ’

WILL CALL--Means person ordering part will come to the warehouse to pick up
the parts.

DEFECTIVE PART--Part that was found-tp be broken after it was bough;.
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o

® Supplementary
| Refere‘n‘ces

Ruto Parts Counter Worker. University of Texas. .

] o

‘e
O
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~ Information
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Thg supplier tc the auto parts jobber in most cases is the regiopal warehousq:
The warehouse buys large amounts of parts, supplies, equipment and merchandisé
directly fromtthe nanufacturer. Thesé are stored in' the warehouse“and sold

» in smaller amounts to the local parts jobbers. The parts jobbers then sell
the parts to their customers. '

This is-a Qaluable service }or the parts store. It makes it.possible for

the parts store to have availgble a ]gt of parts that would be economically

impossible for.a small store to keep in stock and carry in their inventory
. for a long time. When a Jparts store doesn't have an item in stock,\ or has
sold out of the pgrt, it's possible to get it from the warehouse in dﬁiy a =~
few hours. ‘ >

The average warehouse is very large, varying in size from 45,000 square.feet
to over 100,000 square feet of floor space. Some are two and three stories
high. -

Another valuable service that the warehouse performé is to buy cores, old

parts that are re-puiigaﬁle%aﬁd‘also parts that are obsolete or returned by

a customer because they were défective (broken or assembled wrong). Regional

or area warehouses also stock a huge squly of exhaust system parts. This

requires a large area for storage and the small parts jobber could not carry

even a small selection of the many thousands of exhaust.system parts that ,
are available. .

The parts picker's only job in the warehouse is to pick parts. Order takers
. take down the orders qver the phone. The part numbers and the quantity

R

. : 4
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ordered are typed into é c0mpufér and the computer subtracts the part from the
inventory and types out the invoice, plus other copies of- the order. The
parts-order forms are distributed tovvérious places in the warehouse. Parts -
pickers receive the orders and begin to gather the parts listed on the

" orders.

The warehouse is laid out in rows and aisles. The parts are all numbered--
from the fkqnt of the warehouse toward the reary The smallest numbers-are-
located at the front. Parts bickers begin with the largest numbers (*= the

. rear of the w rehouse) and work their way toward the front. Pickers may use
hand baskets, push carts, dollies or electric vehicles to carry the parts in.
(The type of parts carriér'used depends on the size ‘of the drder.)

Parts pickers in the warehouses work various shifts. One crew comes early,
usually 8:30 a.m. to 5:30 p.m. The night crew, which works until around
midnight, has one job, mainly: to re-stock the shelves with new parts.
Unlike barts pickers‘in retail storesp pickers in the warehouse do not need
te work with catalogs or spend time looking up numbers. They pick parts
according to the numbers on their parts orders.

L
The warehouse parts p1cké} must learn the warghouse layout in order to be
accurate and fast in picking parts.

112
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‘ Self S
Assessment

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1. Who buys the b%rts held in the regiona].warehouse?

LN

’ 2@ What advantage is a warehouse to a small parts stpré?

. r
~
~

3. What are-the duties of warehouse parts pickers?

e

4. Where does a parts picker get the part numbers?

5. Do warehouse parts pickers use catalogs?
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® Self Assessment
. Answers

D

3

1. Local jobbers (independent parts stores)‘l'
" 2. The warehouse has a larger inventory of parts available to the parts jobber
on short term notice. The warehouse will buy back cores.

-

3. Find the correct parts for the cgsiomer as quickly as possible.

»

- - 4, From the partsorder invoice.

‘ 5.-no.
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- Assignment

COMPLETE THE ASSIGNMENT BELOW.

f

>

, /
1. Visit a local parts warehouse and write a brief réport about’ how it
operates. What are the differences between it anu the exampTe given in
the module? '

E:
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*Post . |F
Assessment

* WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

-4

1. Why do parts pickers ﬁork various hours?

« . 2. Why would a parts jobber use the warehouse?

-

Y
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® lnstructor .
Post Assessment Answers

¢

~
-

4

1. So that there will always be someone. at the wa;‘ehouse wheniever any stores
are.open. So that customer orders can be filled as quickly as possible.

o

2. “When they do not have a part one of their customers wants to buy. Buying
Jfrom the warelouse means their castomer will not wait the long periods of
time it would take to obtain parts from the factory or the manufacturer. -
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- PICKING MERCHANDISE

"SMALL STORES"

Goal:

The st&dént‘will be able to identify

' the steps involved in "picking
" merchandise.™

18

.
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Performance Indicators: .
The student will demqﬁétvate knowledge
of the- subject by successfully compfe-
ting the Self Assessment, the Assignment
and the Post Assessment.
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order to-finish this meduie, do the following tasks. Check each item off

Read the Goal and Performance Ind1cators on the cover of the module

'you complete it.

This will tell you what you will learn by study1ng the module, and
how -you will show you've learned it.

____ Read the Introduction. The Introductwn will tell you why th‘modu]e

is an 1mportant part of the parts counter trade

L4

Study the Vocabulary section. Vocabulary words are important for a
good understanding of the trade. After you have studied the vocabulary,
ask your teacher to quiz you on the words and their meanings.

Study the Information-section. This section will give you the informa-
tion you need to understand the subject.

Take the Self Assessment exam. This is a test for you to prove to your-
self that you have learned the material you have studied. Compare your
answers with the answers on the Self Assessment Answer Sheet, which is
on tie page following the Self Assessment. If you'scored poorly,
re-study the Information section or ask your teacher for help.

-

Do tﬁe Assignment page. Follow the instructions at the top of the

. Assignment page.

N N . R
Take the Post Assessment exam. Give the exam to yoeur teacher after
you have completed it. Your teacher will grade it for :you.

19 ‘ '
121 -
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P1ck1ng merchand1se means to remove the articles frem 'stock and sell or other-
wise ship to customers whb-are buying the items. Items must be located in the,

store, selected and wr1tten up on an invoice before they are sold to the
customer who orders them.

b »

Items that are heavy or bulky may require special handiing, such as using a

hand cart, foéklift truck, dolly cart or other moving equipmgnt. Some articles
that are numerous but,smalj might require boxing or placing in cartons. All
articles and supplies should be checked and double checked agdinst the customer's
order to insure that they dre exactly what the customer ordered.

E}
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~ Vocabulary N\
:-=‘ = E . ’ “ '-

-

Trdde terms are very important for a good understanding of the trade. Study
"these words and,meanings. When you have learned them, ask your teacher to
quiz you on. the words and their meanings. ; , .

5
A

INVENTORY--A record.of the amount of each part or item in stock in the store.
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Supplementory
References

3

1. ‘Counterman's Handbook. Automotive.Service Industry Association.

2. The Inside Salesman. National Automotive Parts Association.

¢

¢

3. Auto Parts Counter Worker. University Qf Texas.

v
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P

Information

-

Picking merchandise is an important part of the auto parts counter werker's -
job. To do the picking correctly, a few important steps should be folJowpd
- 1. Be sure you understand what the custémer wants.-
: . 2. Write down on a piece of paper what item or items are requested.
3. If you're on the telephone, repeat back to tne customer what you
have written down as his or her order. -
4. Before you start looking for a part, be sure you have all information
required for the vehicle: model, year, make, engine sizg,-etc.--gxggz-
thing that rould make locating the correct part‘easier. )
. 5. Don't hold the customer on the phone too long. If necessary, call back
after you've looked up fhe part. If the customer is in the store, you
can ask him or her for informatjon as you look up the part in the
catalog. l
« 6. Once you have the part number and location in your store, the sale
or delivery may take place. This is the actual "picking" of parts.
7. Transfer part numbers from your scratch paper to the invoice: Look
up fﬁe price on thg correct price sheet and complete the invoice
as required by your store. )
8. If several items are being picked at one time for a customer, put them
.n a box or bag. If the parts are large or bulky, a cart, such as
those found in supermarkets, m}ght make picking parts eaSier and faster.

If any parts or items requested by the customer are not in stock on your shelves
at that time, inform the customer as soon as possible. Make some plan that
the customer can agree to to get and/or deliver the parts that are not in stock.

(Refer to Picking Merchandise: "Special Order Parts.")

a | 123
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' After the parts are delivered to the customer or otherwise "sofd,“ give a copy
of the ihvoice to the inventory clerk so that the items can be removed from
the 1nventor§ list. If that is also part of your job, be sure to check on how
many items are left in stock to see if re-orderina is necessary. =

SUMMARY ‘
Always doubie-check with the customer that you have understood wha* he or she
wants. BE ACCURATE.

.

Find ouf all the necessary details--all their needs, whaf,type af vehicle, etc.

Look up the part number in the correct catalog. Write it down on a piece of

paper.

-

Find the parf‘in the store and remove it from the shelf ("picking the part").

r

. Take it to the counter; look up the price and write up an invoice. Fill out

the invoice as required by your particular store.
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* Sef .
Assessment

NRIW:E AN ANSWER TO THE FOLLOWING QUESTIONS.

<

1. Why write part names and numbers on scratch paper fire  -ather than using
an invoice?

2. When do you get information about the vehicle?

<~_§;_,1f,g_particu1ar brand name is not available, what can you do?

[
T——
4. MWhat important step should be done after the part is delivered or "sol1d"
to a customer? : v
5. If your customer is on ghe telephone and it seems that it might take you
& a long time to find out if you have the part they need’ in stock, what should
you do?

| 125
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® Self Assessment
Answers

o ¥

&

It is important to do this so you don't waste an invoice. If you write on
scratch paper-you don't have to remember the part name or number and if
changes or corrections need to be made you can do it easily and the invoice
will be neat and accurate. If tne part isn't in stock you can refer to the
scratch paper note when ordering the part for the customer.

As soon as the customer tells you Qhat part is required, find out all the

information necessary to pick the correct part.

Ask the customer if another brand is satisfactory. Sometimes some price
differences make other brand names more economical and therefore more
attractive for the customer to purchase.

Item should be removed from inventory. -

3

Suggest to the customer that you call him or her back when you have located
the pa?t. (Make sure you have the telephone number.)
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Assignment

e e ————ir—

COMPLETE THE FOLLOWING ASSIGNMENT.

~

Visit a small parts store and t=

. with parts counter workers. How do they
do picking of parts? |
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° Post
Assessment

WRITE THE ANSWERS "IN THE SPACE PROVIDED.

Write down the steps for "picking merchandise."

”

.28
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®|nstructor - |
Post Assessment Answers

1.

2.

Be sure you understand what it is the customer wants.
Repeat back what the customer has requested.

Write part name and number on scratch paper. (To be transferred to invoice
later.)" ) '

Be sure you have -information about vehicle, model, year, make, engine size,

“etc.

-

Dont' delay customer unnecessarily.
Pick parts from shelf.

Transfer information, part name, number to invoice and price out item
from price lists.

If barts aren't in stock, make some plan to obtain them for customer.

3 . _ 1.
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PICKING MERCHANDISE
5 “SPECIAL ORDER PARTS"

Goal:

The student will understand what it
means to "special order" parts.

Performance Indicators:

The student will demonstrate knowledge
af the subject by successfully complet-
ing a Self Assessment, an Assignment
and a Post Assessment.
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~ Study Guide

In order to finish this module, do the following tasks. Check €ich item off
as you complete it. ’

R

Read the Goal and Performance Indicators on the cover of the module.
This will tell you what you will learn by studying the module, and
how you will show you've learned it.

2. Read the Introduction. The Introduction will tell you why the module

3.

is an important part of the parts counter trade.

____ Study the Vocabuiary section. Vocabulary words are important for a

good understanding of the trade. After you have studied the vocaﬁu.ary,
ask your teacher to quiz you cn the words and their meanings.

—__ Study the Information section. This section will give you the informa-

tion you need .to understand the subject.

5. Take the Self Assessment exam. This is a test for you to prove'to your-

"self that you have learned the material you have studied. Compare your
answers with the answers on the Self Assessment Answer Sheet, which is
on the'page following the Self Asséssment. If you scored poorly,
re-study the Information- section or ask your teacher for help.

Do the Assignment page. Follow the instructions at the top of the
Assignment page. )

Take the Post Assessment exam. Give the exam to your teacher after

you have completed it. Your teacher will grade it for you.

13 133
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It of;en happens that parts which the customer wants to buy are not readily
availabie. It mighg also be true that the part requiféd by the customer is
not usually stocked by the parts jobber and therefore not in the store's’
inventory for picking. )

-

It is then necessary to order the part just for that cdstomer.
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Yocabulary

" ‘Trade terms are very important for a good. understanding of the trade. Study

these words and meanings. When you have 1earned them ask your teacher to
qu1z you oh the words and their meanlngs

' <¢

BUY OUT--A term which means going to a competitor to obtain parts required by

. your customer. This can be done on a short profit margin or could be
done on an exchange basis. For example, yow peed a part at short notlce
and it 1s either not available at the warehouse or the warehouse is

. closed.” You could then get the part from a competitor with the agreement
that it would be replaced in 24 hours.
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In the course of operat;o§~3‘35rts\stgre, customers Qilﬁ often come into
the store and ask for partg that you caonot pick from the inventory in stock.
[t then becomes necessary to try to find the oarts for the customer.

I/ .\\‘_~_~/,/f
There are several ways to do this. You should try to find out ifcthe part
needed is on your inventory cards of has been put in the “obsolete“ file. ,
If the part is no longer stocked or is out of stock you can do several .

L

th1ngs to get it. ’ ‘ 4

. 1. Call other parts jobbers who you think M:ght have the part and
. "buy out." )

2. Make a special order and obtain“the part from your suoplying warehouse.
d1rect1y from the factory

3. Make up a special order and order the fa
‘ ' . ¥

or manufacturer. .
4. If you get 2 or 3 requests for the same item, 1t might be to your

advantage to stock the part in your inventory. Th1s prov1des service .

to the customer, and you can then pick the paqtg muqh easier and faster.

Most parts stores keep a daiiy sheet of "want" parts ag: may also include o
space for special order parts. (See next page.) -

E

It is usually necessary, whenever parts are “special ordered "that the customer
pay for the part or parts in advance. Some stores requ1re the, tota] pr1ce

of ~the 1tems, plus any postage or shipping charges You sholld at le st get .
a large percentage of the price of the item (a depos1t) before spec1;g\
ordering. Getting paid in advance for special ordering is good bus1nes§},

. because: : ‘ : .
e ‘ _ . ;

N
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. ‘ 1. If the customer has had to pay for the part, he or she is more likely
to pick,it up and you won't be left with a special part that you
‘probably won't be able to sell to anyone else.

2. If you have to return the part the customer doesn't pick up or
decides isn't needed, you will have to bay shipping charges both |

;pways, and also may have to pay a penalty for returning 'or non-
acceptance. : o '

When special ordering parts, you should always find out how long you will have
to wait to receive it fd} your customer. Be sure to inform the customer of.
the time it will take. It may make it necessary for him or her to go elsewhere

* to find it. . ' :

You should try to pick parts for customers in the quickest time for them.
It helps their businesses and will mean increased business for you be-ause

of the good service you can deliver.




monvmu_AUZED LEARNING SYSTEMS

* Self
- Assessment

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1. What does it mean to pick ~ts by "special order?"

2. What should you 75 if you get repeated requests for parts you have been
special ordering? .

What is a daily want 1ist?

(3]

4. why should you advise th2 customer of the approximate delay in receiving

a special order part?
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® Self Assessment
Answers

: 1. Parts aren't available to pick from stock. It's necessary to order parts
from somewhere else.

2. Consider whether it would be profitable to,stock the parf,

3. List of parts asked for by customers or needed by you for your inventory.

4. Your customer rﬁight not want to wait that leng and maybe would like to
try elsewhere to get the part. It is a nice courtesy to the customer s
. and saves futqré' misunderstanding and frustration.
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signment

COMPLETE THE FOLLOWING ASSIGNMENT.

Visit a parts store and find out what items they have “"special ordered"
in the past few days. List them and how long it will be before they ,
receive the part. U

Ask if a deposit is required for special order parts. I

139




'* Post
Assessment‘ |

-

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1. Why is it not profitable to "buy out?"

. e
” 2. Why is a deposit necessarv for special order parts?

#

3

List places you can "speciai order" parts from. -

3.

Q. - 143
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® |nstructor
Post Assessment Answers

1. Profit margin is small or profit is lost.

2. To péy for possible shipping charges and perhaps loss of sale. If customer
has money tied up in the part he or she is more likely to pick it up and -
you won't be left with a part you can't sell.

3.° warehouse, factory, manufacturer.

v
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Goal:
. The student will be able to identify

- hard-to~get parts and will determine
- " how they may be obtained.

PICKING MERCHANDISE
"HARD-TO-GET" PARTS

Performance Indicators:

The student will complete a Self
Assessment, an Assignment and a Post
Assessment.




INDIVIDUALIZED LEARNING SYSTEMS

€ .udy Guide

-

In order to finish this module, do the following tasks. Check each item off
as you complete it. '

[ .

-tion you need to understand the subject.

Read the Goal and Performance Indicators on the cover of the module.

This will tell you what you will learn by studying the module, and
how you will show you've learned it.

Read the Introduction. The Introduction will tell you why the module
is an important part of the parts counter trade.

Study the Vocabulary section. Vocabulary words are {mportant for a
good understanding of the trade. - After you have studied the vocabulary,
ask your teacher to quiz you on the words and their meanings.

Study the Information section. This section will give you the informa-

-

Take the Self Assessment exam. This is a test for you to prove to your-
self that you have learned the material you have studied. Compare your
answers with the answers on thé Self»Assessment Answer Sheet, which, is
on the page following the Self Assessmeh@.f If you scored poorly,
re-study the Informatfon sectiqn or ask your teacher for help.

.4

Do the Assignment page. Ffollow the instructions at the top of the
Assignment page. ‘

Take the Post Assessment exam. Give the exam to your teacher after
you have completed it. Your teacher will grade it for you.

143~ 146 .
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Every parts jdbber and wholesaler, and especially the parts counter worker, . L
who faces the customers everyday, will often be asked to locate “hard-to-get"

parts. Parts that are for older cars and truckc or import cars usually fali
*

Ainto this type of picking parts. .

2

fhe parts counter woéker, in an effort to give good customer service, will
‘\make every attempt to get the parts. /

A t
\
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MANUFACTURER--The “big four" are Ford Motor Company, General Motors, Cﬂrysler

INDIVIDUALIZED LEARNING SYSTEMS

=

Yocabulary

Trade terms are very important for a good understanding of the trade. StUdy

these words and meanings. Nhen you have learned them ask your teacher to
quiz you on the words and thelr meanings. ’

e ¢

HARD-TO-GET--Parts that are not listed in regular parts catalogs and are not
usually found in stock. . ‘

Corporat1on American Motors Company; others are imports such as Datsun,
Volkswagen, Toyota, etc.
. ’. o - .
DEALER--Manufacturer's outlet; the dealers sell new vehicles and have'a service
and parts department. ' . .

4
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" Supplementary
References N
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1. Hollander Interchange Book. Hollander Co. (any year) , - .'
2. Mar;ufacturer—'s Parts Manuals. (any year)
- K
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' Information

Ofteﬁ the customer who comes into the parts store is looking for a part that

falls into the area of “hard to get." The parts counter worker will quickly"

learn what the real definition of hard-to-get-parts is when it is'discovered .

that: » c . .
1. Parts catalogs don't list the part.

2. Parts ~atalogs do not go:back to that year. '

3. No parts catalo; even lists the make and model of vehicTe.

4. The parts jobber's wareﬁohse or supplier also has no 1isting for the

-

part. . T Cl }

What the parts counter worker does next defines the difference between aparts

counter worker and a parts “clerk.” There are several different'fhings to do .
that might- help locate the part: B ’

) .
1. Some car manufacturers maintain an inventory of wﬁiﬁlare known as
"obsolete" or “out-of-stock" parts.’ These parts aré usually for
older models of cars and trucks tha: may date back as far as the
first years that they were built.
©T p : 1 N T

The first‘step is tp/;all the manufacturer's dealer in your area.
Ask the dealer's parts counter worker if the part is listed in the
dealer's parts books.. Usually, these parts must be ordered; you
should tell yoyr customer of the delay. (The parts counter worker
and the dealer parts department will usually require payment-in-full,
plus the postage or freight charges, before the parts are ordered.)
2. Find out if 'your rebuilders cogld rebuild or re-manufacture yaqur
~customer's par;q'oh a special ofder.' Again, you should find out -~
the amount of time and charggs involved and collect the money in

147
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. 3. Call local automotive salvage comparies te try to locate a part that
can be used. The salvage dealers have bopks wh1ch list parts that

interchange. (Interchangeable parts are parts from one typc or make |

- of vehicle which can be used on another type or make of vehicle. The

parts might -not*be identical in shape or size, but can still be used.)
4. Call other maJdr-SUpp11ers--suppliers that you do not buy from regularly.

;It might be necessary to call other parts jobbers in your area. They

possibly --n either have the part or know where one is available.




n
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* Self , . .~
Assessment _

’

~ WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

“

1. Define "hard-to-get" parts.

2. -Why_try to get the parts that are "hard to get" for the customer?

]

i

3. Define "obsolete" parts.

Z
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~

® Self Assessment

Answers

~

1. Parts not carried in inventory; not listed in current parts céta]ogs{
not readily available in warehouse or jobber's supplier's inventory.

2. It is a service for the customer and builds goodwill and repeat customer
business.

3. Parts that are for older cars, very seldom asked for, or parts that very
"seldom fail, so don't need to be replaced.

§

153




o , INDIVIDUALIZED LEARNING SYSTEMS

Assignment

COMPLETE THE FOLLOWING ASSIGNMENTS. .

1. Call a dealer and ask if obsoiete or out-of-date vehicles parts are avail-
able through their parts department.

-

{

Contact a local parts jobber and find out what out-of-date or hard-to-get

ro

- parts he or she has located or attempted to locate. List these parts and’
the sources used in attempting to get the parts.

*

Give the list to your instructor.




o
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® Post
Assessment

WRITE .AN ANSWER TO THE FOLLOWING QUESTIONS

1. What are 4 steps you would take to loca.e "hard-to get" parts? ‘
~ ] l — N }\‘
2. Why try to ‘locate "hard-to-get parts?

3.

[4
What could an automotive salvage company do that might help you get the
part?




o T
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®lnstructor |
Post Assessment Answers

v

Call dealer or manufacturer's parts department.
Have q-rebui]der rebuild or remanufacture the part on a special order.
Try to obtain a used part.

a o T

Locate part through another jobber or jobber's supplier.

¢. You can build customer,gbodwill and repeat business.

L

- 3. They might have an interchangeable part, from another make or model, that

_ would work.. They might have a part in better condition (not broken, éic.)
. that could be rebuilt.
153




SHIPPING

{

Goal:

The student will learn the procedures

for shipping merchandise.

154
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| Performance indicators:

The student will demonstrate knowledge of
the subject by successfully completing
the Self Assessment, the Assignment,

the Job Sheet and the Post Assessment.

157
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' Study Guide

In order to finish this module, do the following tasks. Check each item off
as you complete’ it. '

r

1. Read the Goal and Performance Indicators on the cover of the module.
This will tell you what you will learn by studying the module, and how
you will show you've learned it.

2. Read the Introduction The Introduction will tell you why the module
is an 1mportant part of the parts counter trade.

3.+ Study the Vocabu?ary section. Voéabu]ary words are important for a
good understanding of the trade. After you have studied the vocabulary,
ask your teacher to quiz you on the words and their mean1ngs.

4, Study the Information section. This section w1]l give you the informa-
tion you need to understand t“e subject.

x

5. Take the Self Assessment exam. This is a test for you to prove to your-
self that you have learned the material you have studied. Compare your
answers with the answers on the Self Assessment Answer Sheet, which is
on the page following the Self Aésessment. If yo& scored podrly,
re-study the Information section or ask your teacher fo» help.

6. Do the Assignment page. Follow the instructions at the top of the

Assignment page.
[ ]
7. Do the Job Sheet. Follow the instructions at the top of the Job Sheet.

The tasks listec on the Job Sheet will help you develop skills whlch
will be helpful to you.

8. Take the Post Assessment exam. Give the exam to your teacher after you
have compieted it. VYour teacher will grade it for you.
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Many times paris and merchandise sold by the jobber has to go to distant
places. This makes it hecessary for the material to be pd&ked, labeled and

' shipped.

If the merchandise is not properly handled, the parts, maierials and items may be
damaged or lost in shipping. Much time is lost. Customers far away cannot
complain directly to you, but they lose time and money and are very often "lost"
to you as customers. v

. Proper packing’and labeling is very important. . “he choice of the carrier used
to deliver the part will depend upon the customer.'s preference, or your store's

policy.

-
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) o |
~ Yocabulary )|

. Trade terms are very imporfant for a good understanding of the trade. Study
_these words and meanings. When you have iearned them, ask your teacher to
quiz you on the words and their meaniﬁgs.

LABEL--A pieée of paper<n1which'you write the name and address of person

i

the shipment is being sent to.

>, PACKING SLiP--A list of items in a shipment of merchandise. If there is more.

) . ’ than one package to an order it is usually placed on or in one package
that is designated  -“"contains packing slip." “

-
A

ROUTING--Method of sending material, type of metor carrier or method of ship-
ment (e.g. UPS, W.S. Mail). : = ~ '

v

C.0.D.--Collect on delivery. Means price of item and all shipping charges.
will be collected from person who receives the merchandise.

CONSIGNEE--Person the merchandise is shipped to.

CONSIGMNOR--Person who sends mefchandise.

SHIPPER--Person or store whe is sending merchandise to another.

DESTINATION--The p1aceiwhere a part is being sent to. The address the package
. will arrive at. : . '
SHIPMENi--One or more packages shipped by one shipper at one time to one
consignee at one address with one receipt.

T
|
|
f
r
3
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® Supplementary
Refere_nces

R

1. Countermans HandbooK. Automotive Service Industry Associattion.

2. Auto Parts Counter Worker. University of Texas.
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 Information |\

e
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7 There are several steps in the shipping of mérchandise.

The goods must be packed, the package or packages must be labeled, 3 packing
slip-must be enclosed, the invoice and a "notice of arrival" must be sent, and

«»

the shipment must be routed using the most appropriate carrier.

’

/

when packing merchandise for shipment, select a cont%iner strong encugh to
protect whatever type of materials are being sent. Beforzs-you start packing
things in the boxes or cartons that you have selected, you should have a_

. checklist and descriptior of each part to be packed. Get each part on the \
Tict from the stockroom and place all parts to be packed clese to where you ) "
will actually do the packing. This saves time and a ot of unnecessary steps.

As soon as you put a part in the container, check it off-on the list encé o
gggig to be sure that all parts are packed. . ) /

’ /

After everything on the 1list is in the coﬁtainer, put packing material in and

around the parts. This material may be shredded paper, styrofoam pellets or

something else. Pack the contents as firmly and compagtfy as poséib]e.ﬁ If

the articles to be shipped complietely fi]T‘the'container, packing material or

‘filler may not be needed. ° |

.
When the packing is comple " ut the packing slip in the box or glue or tape
- it to the outside of the package. Address the box or carton before you

close it, so you don't send it to the wrong person. If you are shipping more

than one box or container to_the same customer, send only one packing slip. -
. . Be sure to mark whi\ch carton cont;ins the packing slip. You should write or

stamp clearty on the outside "PACKING SLIP ENCLOSED." It s helpful to the’

customer to label cartons "1 of 3," "2 of 3," etc., if you are sending several

189
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to the same customer. This way, the customer will know when he or she has
received all of the packages.
’ ¢

The invoice should be written before the packages are shipped. . You can put
the invoice in a separate envelcpe and fasten it to the carton. It's better
to send the invoice with the shipment.

The packages are now ready to be taken to the - transportation company. The
customer usually tells the counter worker which routing should be used whén
ﬂthe%e;der is-placed. If the customer doesn't tell you how to send it, it's
up to you to choose. You should choose the fastest, yet least expensive
‘way. Your organization will probably have a policy on shipping.

o

L]

. "Shiﬁpihg by motor bus ig the fastest and most convenient way. Don't guess
about the routing; call the bus line's office for information about del1very.
packaging regulations and requ1rements " {See following page.) Here are some
general regulations to follow when shipping by motor bus:
1. A shipment is one or more packages shipped at one time to one customer.
2. A consigpee is the person you send ;ﬁe merchandise to.
3. Shipments canube sent pre-paid or C.0.D.
4. Shipments can be made to afy station on the company's schedule.
5. Packages should be able to ctand up to normal handling (stacking,
strapping or rubbing against other baggage, being dropped).
6. Fragile items should be marked "Fragile--Handle with Caré," or words
to that effect. ”
7. The name and address of the consignee should be plainly written or
' printed on'all packages
8. Some items cannot be shipped by bus because they are dangerous or
hazardous. Some of these are: acid, wet batteries, gases in cylinders,

i

paint thinner and some paints.

A "notice of arrival" is sent by mail unless some other arrangements have
been made. Notice can also be given by phone. Any charges for making this
" notice should be included in shipping costs.

A shipment that is unclaimed or refused must stay with the bus company until
the sender tells them what should be done. Usually, the bus company sends
a-notice\to: the sender, followed by another notice if nothing is done within

I'd
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2 weeks. . The merchandise will not be returned to the sender unless the sender
gives instFugFions to do so. If the shipment is returned to the sender, all
shipping charges will be charged to the sender.

C.0.D. means this: the price of the merchandise and the shipping charges
are collected by the bus company when the merchandise is delivered to the

firm that is supposed to receive it. Usually, when the shipment is C.0.D.
it cannot be opened or inspected until it is paid for. If the sender wants

to allow inspection by the perscn receiving it, a notice must be given by
marking on the outside of the package “INSPECTION ALLOWED." Inspection must
be done while an agent of the bus compar. s present.

Sometimes it may be easy to send parts by U.S. Mail. Check on the rates, fees,
and package restrictions as to size anddweight with your local U.S. Post Office.
There are 4 classes of mail in the U.S.: ... st, second, thir1 and fourth. Each
class may have some special handling. Most auto parts are shipped by third
or fourth class mail.

Third class mail consists of mailable merchandise weighing up to 15

ounces. Speedometer parts and other small items are examples of parts

you would mail by third class.

Fourth class mail or parcel post mail would be used for packises that
weigh more than 15 ounces. This mail must not exceed certain weight and
size limits.

Fourth class or parcel post packages that & 2 mailed at a first class post
office for delivery to another first class post office in the contin' .al
United States are subject to the following restrictions: *

1. Weight limit: 40 1bs.

2. Size limit: 84 inches in length and girth combined.

Fourth class packaces mailed at a second class post office for delivery to
another second class post office 1n the continental United States are subject
to the following restrictions:



1. Weight 1imit: 70 1bs.
2. Size limit: 100 inches length and girth combined.

(In measuring a parcel, the length is the greatest distance in a straight

'ine between the ends; the girth is the distance around the parcel (package)
at its thickest part).

Packages should never be deposited in a mailbox. They should be taken to
the Post Office for mailing.

The C.0.D. service is an ideal way to ship when the shipper does not want to
extend credit, or when the customer does not want to pay in advance. The
sender must pay the postage and C.0.D. fee. The sender may then include the
postage and C.0.D. fee in the price of the artic’e. C.0.D. forms are
available at the post office.

[} STAMP YOUR LUt + \RCEL SERVICE SHIPPER NUMBER HERE
W [ ].° nY1
8 IR i
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Shipping by motor freight plays an important role in the automotive parts
business. Motor freight carries parts to several locations before the parts
are delivered to the jobbers' warehouse. Parts are usually first sent to

a regional warehouse; from there to a central warehouse. The central warehouse
distributor then ships to service distributors. From the service distributors,
parts are shipped to the jobber. Each of these ship in large enough quantities
Lo send by motor freight.

(The jobber is the 1ocal wholesaler; Jjobbers sell parts to garages, mechanics,
service departm:nts and fleet accounts. When these sales are not made across

the counter or are not picked up, the Jjobber uses their [garage, mechanics', etc.]
lTocal delivery facilities to deliver the parts.)

Motor freight service is used by retail stores to send parts to their customers.
It is also used to send cores back to the wholesaler, and to return damaged
items, incorrect items, and items that are over-supplied.

UPS (United Parcel Service) is ane of the biggest shippers of merchandise.

" UPS ships by truck, plane, ship or boat, and train. UPS provides pick-up
and delivery service by motor truck in almost all cities and towns in the
United States. When UPS picks up a shipment, a receipt is filled out in
triplicate (3 copies); the original is left with the shipper. The consignee
signs the second copy when the shipment arrives. A third copy remains with

the con” .ynee and the second copy is kept by UPS. (See following page for UPS
form. )

168

164




WALLACE BUSINESS FORMS. INC
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Aruitoxt provided by Eic:

p - ~ - - . %#
CUSTOMER COUNTER PL SE STAMP OR PRI —rr SHIPFEH COFVWTCEANARY
NAME I / / 21—
- STREET
 PPING @ United Parcel Service
- [+1) 4 STATE 4
— . FOR UPS USE ONLY
C.0.D. |DECLARED] UPS [ CUSTOMER CHARGES
SEND TO ADDRESS AMOUNT | V7 LUE | zOHE] COUNTER | DATe | TRANS [AROUNT JTYPE
coo
VAL
945 ~ |exa.
cop
- EX.
VAL
945 PKQ.
cop
EX.
VAL.
945 PKG.
cCOD
EX.
VAL.
945 PKG.
cop
EX.
VAL.
945 PKG.
I
TOTAL
CHARGES | -~
100, uouoec;mnonorvuu&mmtmme“mmx‘:nm CECLARED
VALUE FOR AR SERVIC™ SHIPMENTS (8 $1,000 AND THE MAXIMUM CARRIER LIABILITY I8 $1.000 CLAIMS NOT MADE TO Thank You For Using
CARRIER WITHIN 8§ MONTHS OF SHIPMENT DATE ARE WAIVED. CUSTOMER'S CHECK ACCEPTED AT SHIPPER'S RISK
UNLESS OTHERWISE NOTED ON C.0.0. TAG.
T
f"' mﬁﬂfma 1ON m E&Wm. Ryice ‘co. (DEL.), GREENWICH OFFICE PARK, BUILDING OPS, United Parcel Service
E MC UI227P TCH0




‘ UPS allows shipments by C.0.D. The money for express service and merchandise
(invoice amount) is collected by the UPS carrier and sent to the shipper.

Air express is available in some cities; pick-up and delivery, as well as C.0.D.
is also possible. Al1 packages are insured by the shipper.
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* Self
Assessment

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1. If the customer doesn't tell you how to ship the merchandise, howAshou]d
you do it?

2. What is the fastest and most convenient way to ship auto parts?

s ¢
¢

3. Which classes of the U.S. Mail areused most frequently to ship auto parts?

@

4, Why should zip codes be used?

5. Where are motor freight shipping services most often used in auto parts?
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® Self Assessment
Answers

1. Fastest and most economical way.
2. By motor bus (e.g. Greyhound)
3. 3rd or 4th class

4. Speeds up the delivery of mail.

5. Getting parts from the distributor to the warehouses and from there to the

‘ “ jobbers.
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I3

. J .

Assignment

COMPLETE THE FOLLOWING ASSIGNMENTS.

1. Visit a parts store and ask what motor freight services they use.

»« 2., Visit a bus line and obtain their freight. rates.

o>

e

. 3. How would you route a large carton to a remote town that is not served
’ by bus lines? ’

’

v
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® Job Sheet

1
COMPLETE THE FOLLOWING TA%KS.

i
t
- \
i

x
1. Obtaip some blank UPS forms and practice filling them out.

2. Explain the routing of the invoice.

" 3. How do you get your money from a UPS C.0.D. carton?

4. How are refusgd or unclaimed shipments handl.d by UPS?

170
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Assessment

\
s
NRiIE AN ANSWER FOR THE FOLLOWING QUESTIONS.

1
\

\

o 1. ﬂbat qualific tions must a package container meet?

\
\
\
\
i

2. whaﬁ‘must you have ready before you start packing? = = =

-

\

) s
\
. “
. .

3. What method is used to get the packing slip to the customer? .

] i
4

i
3

4. How are packages numbered so the customer will know "if they have rece1ved
all the $h1pment7 Assume there are 3 packages in the shipment.
- » .: é‘
\
5. Define a shipment.

4
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0

®lastructor |
. Post Assessment Answers

'

A Stréngfh, large enough to hold all of shipment. Meet U.S. postal regulations ‘
as to size and weight if the U.S. mail is to be used.

é. Checklist of merchandise, items to be shipped from stock, filler if needed,
labels, packing s1ip, invoice.

3. Tt can be placed in one of the eontainers and label the container "packing
ip enclosed," orit may be glued to the outside of the carton and labeled.

,", "™ 4. 10f3,2o0f3, 3 o0f 3.
5. A shipment consists of one or more packages shipped by one shipper at one
» - time to one ccnsigree at one address with one receipt.
|
| \
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PRICING ITEMS FOR SALE

-
.
; |
e
-

. Goal: Performance Indicators:

The student will-dearn and practice the The student will demonstrate knowledge
technique for pricing sale parts and of the subject by successfully complet-
will understand price lists. ing the Self Assessment, Assignment,

Job Sheet, and Post A3sessment.
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Study Guide

In order to finish this module, do the following tasks. Check each item off ]
4s you complete it. ‘ B

" answers with the answers on the Self Assessment Answer Sheet, which is

Read tie Goal and Performance Indicators on the cover of the module.
This will tell-you what you will learn by studying tne module, and how
you: will show you've learned it.

Read the Introuuction. The introduction will tell you why the module
is an important part of the parts counter trade.

Study the Vocabulary section. Vocabulary words are Smportant for a good
understanding of the trac:. After you have studied the vocabulary, ask
your teacher to quiz you on the words and their meanings.

Study the Informatiua section. This section will give you the informa-
tion you need t: understand the subject.

Take the Self Assessment exam. This is a test for you to prove to your-
self *nat you have learned thc material you have studied. Compare your

on the ‘page .following the Self Assessment. If you scored poorly,
re-study the Infornation section or ask your teacher for help.

Do the—Assﬁgnment page. Follow the instructions at the top of the
Assignment page.

Dc the Job Sheet. Follow the instructions at the top of the Job Sheet.
Tne tasks listec on the Job Sheet will help you develop skills which
will be helpful tuv you.

Take the Post_Assessment exam. Give the exam to your teacher after you
" have completed- it. Your teacher will grade it for you. .
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o

- —————The" se~of price Hsts {5 animportant part of the parts —
counter worker's job. The price lists are to be used whenever you make a sale

or accept an item for raturn.

-

Don't depend on your memo* There are too many different prices and the prices

change frequently. Look up the price each tiune a sale is made.
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Yocabulary

“Trade terms are very important for a good tnderstanding of the trade. Study

these words and meanings. When you have learned them, ask your teacher to
qu.z you on the words and their meanings.

JOBBER--Parts store that sells parts made by many different parts manufacturers.
WHOLESALE--Buyiny at a low price to sell at retail.
. RETAIL--Price paid by customer who uses part. ]

NET--Te m used to indicate below retail.
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¢ Supplementary

References

e

1. Parts Pric Lists from various manufacturers.

2. Counterman's Handbook. Automotive Service Industry Assoc.

3. Auto Parts Counterworker. University of Texas.
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~ Information

—

—————————————

.

VU U NSUUE USROG

“The new parts counter worker will find there are many suggested prices listed

for each part. Thedprice schedule you ucc will depend on which kind of cus-
tomer is buying the part. In some businesses the manufacfurer furnishes only .
" a suggested list price to the wholesaler or retailer. Discounts for different
type% of customers are then figured from these price lists. —In the parts
business it is a common practice for the manufacturer to nrovide the added
. service of computing and then printing some discounts on the price lists they .

Y provide.
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fhere are six suggested prices used by parts stores. The price charged for a
part will depend on who you are selling to or buying from. figure 1 shows a
price sheet with the three .0st common prices listed in columns to the right

of the part number.

Below aré the six prices with an explanation of each.

1. Suggested Llist Price--This is what a service station or garage
would charge its customers.

2. Suggested Trade Net--This is used. when_pr1c1nq parts to customers . |
who are not connected with the trade. In other words, a customer
who 15 buying part% for his or her own use, or installation on
his own vehicle.

3. Suggested Dealer Net--This is what customers who are working in -
the trade pay for their part<. Customer: such as workers in
gareans, body repair shops, service stations and others who buy t
parts for resale to their customers. - ]

The suqggested dealer net price is also used in another way. Suppose another v
parts store or jobber has a customer request for a part it doesn't have. The
parts person can ask another store to sell him or her the part. In this instance
the price chargecd is usually 10* or 15“ below the suggested Dealer Net (depehdlng

on each store's policy).
Parts are also "borrowed," especia]]y.on Saturdays when parts manufacturer out- .
lets and wareholises are c]osed In such a borrowing arrangement, parts "borrowed"
cn Saturday are replaced on Monday when the warehouses are open again. This is
another way of providing your customer with service.

4. Stocking Jobber Net--What the parts store pays for the parts from
its representative outlet, supplier, or warehouse.

5. Regular Jobber Net--What any parts ctore pays a warehousé'or diséri-
butor. It is a further reduction in price below the stocking
Jobber net. )

6. Fleet Dealer Net--This price is usually 10 to 15% above regular
Jobber net. This price is used for ctustomers that have large
operhtions with many vehicles, but are not in the repair business.
Fleet dealers use the parts they buy for repairs and maintenance
ta theit own fleet of vehicles. An exahb]e might be a freiqht
hauling company or a delivery company.

) ! B 179 183




In order to know what price to charge a customer you will have to find out
. whether the customer is another jobber, a fleet dealer, a garage worker, or someone
who wants 2 part for their own car. Make sure you are using the proper price
sheet for the customer's classification and that the prjce list is upito-date.
Price lists are confidential; they should ggg_gé readily ‘available for parts
customers to look at. You can see from the illustration in Figuré 1 that
some price 1ists are not shown. The reasonis to keep the jobber's cost of
stocking the item confidentia’. The parts counter worker should not telT parts

customers these confidential prices.

Be careful when quoting prices to customers. Be sure to use the correct list
foc the customer you are dealing with. Be very careful when quoting pricgs
over the teiephone. ’

. Manufacturers' catalogs and price sheets come in many forms. It is'important
for the parts counterworker to become familiar with'the information they contain.
Fast. officient and accurate service depends on how well you use the cataiogs
. : aad price lists. However, you must take enough time t? read the catalogs and
price lisis correctly. It helps to use a straightedge to read across columns,
especialli when the numbers are close together Follow vertical-ruled lines
when they are available.

Price lists are confidential information. Many errors can result when price
sheets are improperly used. A price list must be kept up-to-date by replacing
the old one with the latest version. Failure to do so penalizes your customérs
and your firm. If incorrect prices are charged the customer becomes unhappy.
Your firm may lose the profits due from the sale if you use a price that is too
low, and you may lose customers if you use a price that is tco high.

180 |
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Self

Assessment

. _~WRITE AN ANSWER.TO THE FOLLOWING QUESTIONS. . - - — R .

1. List 2 errors made when using price sheets.
2. What orecautions sheuld be usedﬁyhéh quoting prices? o 4
"~ 3. Why should price lists be confidential?

4. wWhat is the difference betwqgn stocking jobber net and regular jobber net? .

14

5. Explain how suggested dealer net is used betwgen jobﬁers.

® -
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® Self Assessment
Answers

T T T

-

—Ysingout-of-date price lists and using wrong column for customer.

Know the customer and which price he or she should pay. Read price list
R accuratelj.J Be sure price list is the current ones

no

. . r;

3. So other customers won't know what others pay and what the store's profit is.

4. Regular jobber net is a lower price.

hS

. : 5. To sell between jobbers or "borrow" parts.

EY
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Assignment

. CdMPLETE THE FOLLOWING ASS!GNMENTS.

1. Refer to Figure 1. Explain fhe difference between suggestea 1ist net and -
suggested dealer net. What does this amount represent? -

LN

2. Refer to Figure 1, under the heading "screws." What does (order in muitiples
of 10 pcs. only) mean?

3. Visit a parts jobber worker and ask him or her how often chtélogs and price
Tists must be changed to keep them up-to-date. Write a brief paragraph

about your interview.
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Job Sheet

o

" COMPLETE THE FOLLOWING TASKS.

¢

1. Refer to Figure 1. What is ﬁhe price of part #5R-126 to a walk-in customer.

‘Y .

-

\\
.

2. Refer to Figure 1. What is the price of part #3R499A to a Tocal gargge?
\ ! 3

3. Nhatqpriée will a service sfation charge the customer for a 1R885A air
hose? )

4. How much profit will the service,stétion owner make from the sale of a 4R9§i
to a customer? (Hint: The service station owner will pay the suggested . v
D~aler Net price for the part. He or she will sell it for the suggested List

Net price.)

A
1.
-

[}

5. Refer t Figure 1. How much do you charge another jobber for a air horn .
assembly #1R961A. < “ .

) ’
-

o
BN
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INDIVIDUALIZED LEARNING SYSTEMS

—

® post
- Assessment- |

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1. How much does a 13R?37 cost a garage's customer? (Fig. -2)
[

. I

2. How much does a 17R31 cost Smith's garage? (Fig. 2)

!

3. What is the suggested trade net for a 25R-72-65A? (Fig. 3)

i
{
f

t

4. What is suggested dealer net for a 25R-475-16AS? (Fig. 3)

{
i
!
§
i
!
! \
5. What precautions ¢an you use when reading across columns?
)
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®lnstructor
- Post Assessment Answers

1. $17.40 ;

{

2. $4.80 !
/ . |
3. $1.74 f]

¥
6. $10.47 . {

5. Use a straightedge.

o

Y4




CPERATING A MICROFICHE READER

<

]

3 .
= .

Goal: . | Performance Indicators:

i Student will be able to demonstrate how The student will successfully coﬁplete )
microfiche systems work and explain why the Self Assessment, the Assignments, . X
they are useful in the auto garts the Job Sheet and the Post Assegsment. N

'- ~ .industpy.
|
i
|




. INDIVIDUALIZED LEARNING SYSTEMS

-~ Study Guide

In order to finish this module, do the following tasks. Check each item off

as you complete it.

2.

3.
~ good understanding of the trade. After you have studied the vetabylary,

4,

° °

Read the Goal and Performance Indicators on the cover of the modufe
This will tell you what you will learn by studying the module, and

how you will Show you've learned it. © o

. .
_Read the Introduction. The Intraduction will tell y®u why the module

1s an important part of the parts counter trade.

Study the Vocabulary section.” Vocebulary words are important for a

ask your teacher to quiz you on the words and their meanings.

[N

Study the Information section. This section will give you the informa-
-tion you need to understand the subject. - .

N

t, *

_____ Take the Self Assessment exam. This is a test for you to prove to your-

self that you have learned the material you have studied. Compare your

answers with the .answers or the Self ASSQSSmeﬁt Answer Sheet, which is -

on the page following the Self,Assessment.: If you scored poor]y,;
m'reistday the Information section or aékiyour teacher for help.

__ Do the Assignment page. Follow the instructions_at the top of the

Assignment. page. . d .

o

_ Do the Job Sheet. Follow the instructions at iﬁe topwof the Job Sheet.
The tasks listed on the Job Sheet will help you develop skills which
w1]] be helpful to you.

Take the Post Assessment exam. Give the exam to your teacher after

you‘have'completed it. Your teacher will grade it for you.
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Introduction - |

1
T

Figure 1 shows you a photodraph of a microfiche reader. It looks a lTot like
"4 television set, but it is a much:sigpler mach1ne " It is used to read micro-
fiches. What is a microfiche? “"Micro" means small, and "fiche" (said feesh)
means réadable card. These postcard-size-plastic cards (see’Figure 2 for an
example) contain photographs of catalog pages.. The photographs are reduced
. +to such a small size that each microfiche can conta1n photographs of. 2,000
pages of 1ﬁformat1on Th1s means that the 1nformat1on )ntained in shelves
aiid shelves of catalogs or books can be stored inan8 1/R" X 11" file folder
--if it is placed on microfiches. The microfiche reader machine i3 needed
. " because the writing on each microfiche is too $mall to read, except for the i
. heading. . When a microfiche is placed in the microfiche reador, it appears on” .

‘the screen enlarged to a size that is readable.

- , Thesystmﬁwas orgina]ly made for the Departmenthof Defense so they could store
- ~all their 10-digit part numbeévs in a small space. It is now being used by .
© mbre and more bus1nesses—-from Tibraries to auto partstorosrr Anywhere, in fact,
vhere peop]e want, to search through a lot of information quickly: The informa-
tion on fiches can.be numbers or illustrations or anything else that could be
normally printed or typed. ‘

190 ' | A o
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INDIVIDUALIZED LEARNING SYSTEMS

2

Yocabulary

Trade terms are very 1mportant for a good understanding of the trade. Study
these words and mean1ngs When* you haye Tearned them, ask your teacher to
quiz you on the words and their meanings. -

sl

N : .
OPERATOR'S MANUAL--A book that tells you how to work a machine or piece of °

equipment.

TROUBLE SHOOTING--Ways to find out.what has ctaused something to break down.

. ) : . _ .
DIGIT--Any number from 0 {5 9.

@

GRID--Rows of straight 11nes, ha1f going across the page, the other half up - -

and down the page. When the ldnes cross each other, they form equcl
squares, or spaces, like the lines on graph paper.

3

i FOCUS--To deust the distance between an: obJec% and a lens unt1] a clear

1mage of the object is produced on the screen.
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' Next time you are in an auto parts store that does not usd a microfikhe system, ?
.:]ook aF the amount of counter space used for catalog storage. Qf ten Fhewget .
‘ of catalogs a parts worker will have to refer to are 4 feet wide! And larger
stores will have a set of catalogs for each parts worker. When parts and
- ' information is recorded on microfiches instead, it takes less time to look up
the right part number and much less space is requi;ed. The machines are usually -

mounted in a convenient place where all the store employees can use them. -

The microfiches, of just fiches, are kept near the microfiche readers. There
is a title across the top of each'ficheeto tell you what information the card

‘ > contains. Each parts store will arrange ‘the fiches in the order it finds the
‘ ., most convenient. ) '

. o 3

=

2

Once you have located the;fiche‘you think contains information on the part you
want to'find, the next step is to place the fiche in the microfiche reader so
that you can read it. You wf1l see from the illustration in Figure 1 that-
there are oﬁ]y a few contfols on the;microfiche reader: The"ViewingQScreén,
ON-OFF switch,and the focus knébare the most infportant.

H

Here's how yéﬁ would ‘operate the microfiche reader: (Refer back to Figure 1 -
as ynu read each step)

£

"

GLADS PLATE.

‘ MICROFICHE.
CAARIER
CAARIAGE.

TITWE
eTRIP
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1. Pull the microfiche carrier carriage toward you until upper
glass plate (called microfiche carrfér) opgns”automatical]y.

2. Slide the microfiche (right side ub and title strip toward
you) between the glass plates and position against the back

edge. . '
3. Set ON-OFF switch to ON., This’ switch will automatically
turn on a cooting fan to keep the machine cool. .

« 4. Push carrier back into tne reader until a picture appears
centered on the viewing screen.

-

us C.ON'\‘RO'—‘
FOC e

A b
[
P

+ 5. Turn #gtus contrel- knob, clockwise or counterclockwvsg until

-the p1ctwre is sha-p.
T 6. Move carrier back and forth or side to side until the page

you want is d1sp1ayed on the screen.
: 4 vt

The microfiche reader is a delicate machine and should always be handled
carefully. - Microfiches are expensive and should always be returned to their
paper holders whéri you have finished using them to keep them clean and prevent

4

them from being scratched. . .

Anything you need to know about the mtcrofiche reader can be found in the
manufacturer's- operator's manual. Follow the manufacturer's methods for

corréct cleaning of carrier glass, mirrors, lens and scréen to avoid dimaging

these parts. The operator's manuals will also ¢ +e detailed instructicas for
replacing broken parts. -Always fo]low the instructions carefully. Most manu-
als also contain a troubleshoating section to help you fix any problems that

»

you might have with the machine.

.

:
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* Self |
- Assessment N 4|

>

LISTED BELOW ARE QUESTIONS OR STATEMENTS FOLLOWED BY A NUMBER OF POSSIBLE
ANSNERS OR COMPLETIONS. . SELECT THE ANSWER OR COMPLETION WHICH ANSWERS THE
QUESTION OR COMPLETES THE STATEMENT CORRECTLY AND PLACE THE LETTER IN THE

BLANK . VIDED. - v

1. Microfiche readers are used:
a. to watch some cartoons
e i . . b. to read.a microfiche - .
’ . c to.take a photograph -

. - ’ L ) . L] *
R 2. ___ Microfiche: 7 | | | | v
" a. don't have to be looked after because they are free
b. make good. postcards ’ A ) ‘
c. should be handled carefully because the business has to pay
- for them ‘ )

5
o

3. ___ wWhat information would be on ‘the fiches -in an auto bartﬁ store?
a. pictures of other parts stores o ’
b. information normally found.in aute parts catalogs .x
c. names of all the books in.the -local Tibrary ‘ '

4. __;m Why would a~parts store want to use a mlcrofwche system, rather than
cata]ogs7
a. because microfiche systems are free .
b. because microfiche systems take up less space than catalogs and

are quicker to use
. , c. because they want to watch T.V. while they work .

V4 ]96
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v  COMPLETE THE ASSIGNMENTS BELQW. y};, .

. - . . ) . - 4 * -~ * . ‘

. |

SR +

. . * . . » . , . - = |

~ 1. Obtain a microfiche machine and p'régtice- using-it: =~ . ‘7 |

) -, - P X

2. Visit a shop or store that uses:a aitrofiche, observe its use and wnitea - ? . ;

small paragraph on how it ~1'i‘ used in the place you visit. " S \_ . }

’ ) B oLz e -

s L, . ©

. : K |

. . - ' . , . .

9 e ] ‘

/ ‘ ~ ’ h '}

R : X T

3. Compare a catalog with a microfiche. Write a br%ef ﬁaragraph on hqw much o

is on the microfiche compared with 1 catalog and then compared with 2 ,

-

" catalogs. e
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Job Sheet

-

COMPLETE THE FCLLOWING TASKS.

1. Visit a part§ store and see how the micrcfiche is used. Write a report
- on the number of fiches usec and how they compare to the numbe?49? catalogs
used? ’

7
“~

3
-
‘e -
(3 - . . -- 3 ' ‘
2. Obtain a microfiche machine and use it to ook up 25-parts. Look at 10
illustrations or pictures and use them to “ncate parts.
- : ’. ) . 7 '
" 3. Use the grid to locate 10 specific areas on the fiche, list them as you
find them. . . ‘
\ ,
ﬁ ! y

- T 199
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. 4. What businesses in your area are not now using a microfiche but could
' benefit from using cne?

3
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* Post
Assessment

e e ———————————y

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1. Why was the microfiche viewer developed?

&

2. How is a part number located on the fiche?

3. Describe the care needed for the microfiche machine.

4. Explain how the fiche is placed into the machine for viewing.

L 4
=
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‘Instructor
Post Assessment ﬂnswers

s ———————

1. To reduce the amcunt of space requiréd to store ali the Department Sf
Defense's 10-digit part numbers.

2. Use grid and pointer to locate area and then scan for particular part

number or object.

3. Wash exterior with mild soap and water, dry with lint free cloth. Surface
dust and dirt can be removed with vacuum or dust brush.

Pull out carrier until upper glass raises.
Insert fiche right side up and label out.
" Push carrier back into viewer.
Turn ON-OFF switch to ON.
Adjust focusxgnd scan.

o o o T o

L3S

My
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- INVENTORY CONTROL
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}
Goal: _ Performance Indicators:
The student will be able to explain why The student will demonstrate khowledge
physical inventory is important.‘ of the subject by successfully complet-

, ipb the Self Assessment, an Assignment, a
Job Sheet and the Post Assessment.




¢ S

® INDIVIDUALIZED LEARNING SYSTEMS

G

 Study Guide

v
et el e— L —————————————

- ——
»

-

In order to finisﬁ thiis mo&u]e, do the following tasks. Check each item off
as you complete ii.

w

| P Read the Goal and Performance Indicators on the cover of the module.
This will tell you what you will learn by studying the module, and how
you will show you've learned. |

2. Read the Introduction. The Introduction will tell you why the module
is an important part;of the parts counter trade.

e {
3. Study the Vocabulary section. Vocabulary words are important for a
' : good understanding of the trade. After you-have studied thé:vocabulary,
ask your teacher to quiz you on the words and their meanings.

4, Study_the Information.section. This section will give you the informa- .
tion you need te underétang the subject.

5. Take the Self Assessment exam. This is a test for you to prove to your-
self that you have learned the material you have studied. Compare your
arswers with the answers on the Self Assessment Answer Sheet, which is
on the page fo]iowiné tne Self Assessment. If you scored poorly,
re-study the Information sectipn or ask your teacher for help.

& b

6. Do the Assignment page. Fpllow the instructions at the top of the
Assignment page.

7. ‘ Do the Job Sheet. Follow the instructions at the top of the Job Sheet.
The tasks listed on the Job Sheet will help you develop skills which
will be helpful to you.

. 8. Take the Post Assessment exam. Give the exam to your teacher after

. you have gpmpleted it. Your teacher will grade it for you.

208



.. . { 0 Vd

s ’ INDIVIDUALIZED. LEARNING SYSTEMS

o

&

° Introduction

e e e e———— g

Because of the increasing volume of parts andﬁyhe growth of the parts service .
industry, inventory control'becomes more and more important. Ten years ago '

- the average parts jobpeﬁ was using about 50,000 part numbers. Today the number
is more than twice that amount and cdntinues to grow every year. 1nventory

. demands attention of the parts store owner and a system for controlling the
parts inventory. The parts store owner has to make sure that parts sales
grow and that parts turnover is enough to make a fair profit in return for
the investment. |
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' ’ U‘

‘Voicobulqry -

Trade ters are very important for a good understénding of the trade. Study
these words and meanings. When you have learned them, ask your teacher to
quiz you on the words and their meanings. )

PHYSICAL INVENTOﬁY--Parts areycounted one by one and physically handled during
the counting; gives an accurate cqunt of parts on hand. Done to find out
the dollar value for tax purposes.

. UNIT PACKAGES--Several items of one particular part in one 'package. (Such as
) 10 bolts, or 10 screws, in one package.)

TURNOVER--Amount of parts sold and replaced with same part to sell again.

-
L3

PERPETUAL INVENTORY--Control kept from records of sales and receipts.

COMPUTER-TERMINAL--A machine with a T.V. screen and a typewriter keyboard
which lets a person communicate with a computer. o

, | 210
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Information

There are two general methods of inventory control.
1. Physical inventory for controlling stock.
2. A perpetual inventory, or continual inventory.

’
+

Physical Inventory Control .

Every business takes a physical inventory at least once a year. Some businessés
take ong every 6 months or every month. A:physical inventory takes an accurate
count of all stock on hand. The ieal purpose is to determine -the correct amount
of stock on hand so that its value can be figure& to see if a profit has been
made. A physical inientory is also necessary if taxes must be paid on the stock
on kand. In some areas, a tax is pq1d yearly based on the *gllgr valye of the
stock in the store.

A definite system chould be used in the inventory process to prevent mistakes
and give an.accurate count of parts actually on hand. ‘Before an inventory is
tgken all parts sinould be in their proper place. Everything should be binned.

3
-

Parts counter workers count the parts in each bin, put them into a container and

count them back into the bin again. This gives a double check to insure an accu-
» rate count. Parts should be counted from one bin into another as parts might be

mixed or a duplicate ¢ount made. ) - :

Some parts are packed in unit packages. Each package contains a certain number
of a particular part. Counter workers should count the number of items, npi
the number of packages. If a bin has two full packages of 10 bults each and

25 bolts loose, then each bolt is counted individually: (45 bolts) not 4 1/2
packages. Each package should also be checked to see if it is full. If the
package seal is broken and shows evidence of having been opened, it should be
reopened and each piece counted.




.
o
.

!

Physical 1nventory is also used to do ihe follow1ng
1. To thecP the cond1t1on of the parts in stock. This information

is valeable and helps determine the dollar value of the stock.
2. It is'a method of determining turnover--the percentage of parts
< sold and then rep]aced’in a given time- period.
3. ItDis a way to tell which parts sell faster than others and

uncovers the amount of obsolete parts in stock. - e
It reveals parts that have been-replaced {superseded). .

5. It shows whether or not all merchandise is accounted for.

Perpetual giventory Control

. year for accounting and tax purposes. . -

The perpetual inventory control system is a continual inventory system that.
uses sales and buying record,. Information on inveﬁtoiy cards or stock cards

is gathered from records of sales. These records may be in the form of invoices
or credit menos of returns by customers. If it is kept up to date, this system
tells exactly the amount of parts on hand at all t1mes From these records, you

can tell what parts to order and how many of each 7tem is needed for stock. It

" shows when a part should.be added or when the.number of items on hand increased.

It also shows paﬁts that have not sold well or have become obsolete and should
no longer pe kept in stoCk The stock card shows the location of the part.

When a perpetual 1nve1tory system is being started, a physical 1nventory must be
made so. that an accurate.count of parts on hand can be made. This information

is recorded on the cards and other physical inventories are taken occasionally
to see it the cards are accurate. Errors made on the cards can show the number
of parts on hand incorrectly. Physical inventories are taken at the end of the.’

If a part is ordered it should be written on the stock card. Lisy the date,
order number and quantity ordered. This prevents duplication of orders.

Incoming shibments, or parts returned by cqstomers should be listed on the stock
card. The date, invoice number and quantity should be entered and the balance .
of the order (if any) should be shown. Be sure to add to the balance on order

any shortages of shipments and the number on back order. As items are received,

the total back order should be reduced. The stock control person can then see
how many units of an item are on order, in transit, or back ordered. . The total
number received should be-added to balance on hand.

209
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The figure in the balance column shows how many are in stock. This information
is used to determine how many to drder and when to order parts.

Each day a record is made from sales slips of the total number of each item

. sold. _The date, quantity sold and balance on hano should be recorded.

-
-

Maximum and minimum numbers L0 be keptmon hand should be established for each
item. '

b

By ordering when' the minimum number is reached, a shortage of an item may be

prevented. The amount ordered should not exceed the difference between the
balance on hand-and the maximum kept in stock. The maximum and minimum figures
should never be considered permanent. Théysshould be checked occasionally.
against the Sstock turnover. The turnover rate may tell that quantltles kept

on hand should be incrgased or decreased.

S

One way to decigde on how many of each part to keep in stock is'to ref‘r to the
National Automotive Parts.Association (NAPA) classification system.

NAPA founded their parts c]assi%icatipn system many-years ago. They also

: pioneered.the first obsolescence program in the aftermarket. A common mistake.. -

often made today is thinking that classification and obsolescence are the same
thing and that, is not true. The NAPA systems use over 90,000 parts numbers.
Each number is received every year by a central clasgification staff. They

work with manufacturers to determine a classification rating of each part number.

Sales figures are gathered from all over the United States. Sales figures frcm
manufacturers and sales trends are analyzed by computers. The application of
each number is studied and compared with the number of veh1cles running from
figures obtained from Detwoit. The nature of the part itself ls taken into
consideration -7 how often it is-replaced and the average age of the item when °
it is replaced. After all these factors are considered on each part number, the
final determination as to its-classification is then the human judgment of

NAPA Classification Director. The classification ratindﬁ which are assigned
each niimber are as follows: -
"D" classification: ~Designe'd'/as a minimum stock item for trading areas with

car and truck registration of up to 6 000 (in other words, any place with 6 000
cars and trucks on the road).

v
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"C" classification: "A combinaticn of "D" and "C" numbers, éonstitutes the
minimum stock for trading areas with cars and trucks over 6,000 andAless than
13,000. : ; < :

»

-

"B g{;ss1f1cat1on Comb ‘ning "D" and "C" as well as "B" numbers, re]ates to
car and truck markets of over 13,000 up to 31,000.

"A" classification: Naiura]ly/includes "D",\"C" and "B" as well as "A"; is
put'togethei for car and truck registrations of over 31,000i

It might-be noted hereathat these jobber classifications are conservative bas;
stocks. This affords.the jobber a system for controlling his 1n(@ntory Without -
a systematic approach to 1nventory a Jobber would be guessing constantly and this
usually results in an 1nadequate inventory turnover. The NAPA jobber can be
reasonably certain that every ‘number 1n his or her basic c]ass1f1cat1on "AY,

"B", "C" or "D" should bq stpcked for.his or her tradirg area. From this

base they can build their inventory to meet the demands of their own trading

area.

Ay
el ~

a

AN

The NAPA system is one method- of knowing what to orders and what basic level
of stock to keep on hand. There are other systems available to jobbers who
are not NAPA jobbers.

-

\
When 1hformation is received that a number has béeﬁ superseded by another number, .
the new number should-be placed on the card above the old one.. Leave the old
card in the file. Make a new card.with a new number. The regent.number should

£

be filed in numerial oraer.
" -

Some inventory cards provide a Space for giving the location of the stock item.

They show the ai§1e, section, and bin numbers where each type of article is
located. For new parts counter workers this information saves time in locating
merchandise. Saving time speeds up service to customers and helps fellow

employees.
8 ' cne of the most recent methods of stock inventory control involves the use of
. . « computers. Basic stock 1nventory figures are stored in the computer. To find

out if a part is in stock the parts counter worker types in the part number on
. a computer terminal and asks the comp&%er if the part is in stock. The computer

Elgi};‘ ) 12 ]53! 22]_71 . &
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_ {gan be programmed to give inventory on hand, location, whén to reorder and
s ‘ other data that might be heipful for stock inventory control. ,

-
"

Other_corhputerized systems use computers tied to printing machines (priiters)
< . that do the invoice or billing work and remove %he item from stock by computer.
In this case,the use-of hand sorting and marking inventory cards is eliminated.

Mr’; systems and better, taster methods aré being develpped. The beginning

_ parts counter worker should become aware of these systems a};d how they work.
Knowledge of all phases uf the parts sales industry makes you a better parts
counter worker and a more valuable employee.

t
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Assessment

INDIVIDUALIZED LEARNING SYSTEMS—'A

. e e e e

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1. What is the purpose of taking a physical inventor$?

2. What job should you complete before taking a physical inventor}?

L]

3. How are items in unit packages counted?

A-4

. * . : 7 .
4. What causes an inventory control card to show an incorrect number of items
on rand?

oy
o

5. What sales inform._.tion should be recorded at the end of each day?

) 215
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® Self Assessment
Answers

1. a. To get an accurate count of all. parts and merchandise on hand. -
b. ' When the value is computed, a store can determine if a profit is being
-~ p M

made.
¢. For tax purposes.

2. Make sure all parts are in 5roper location.
3. Each unit is counted. Packages that .have been opened should be reopened
and their contents counted.

. 4. Errors in posting, sales not removed from card, new stock received but
not added to inventory card, returned items not added to stock, quantity
received not correctly entered on cards.

5. Record from sales slips the total number of items sold, date, quantity
sold and balance on hand. '
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; Assignment

[ cb————

]

COMPLETE THE FOLLOWING ASSI&NMENT.

Find examples of inventory control cards. Study and compare them. Wirite down

which cards you find more useful than others and why.

217

1

|

221




N

. INDIVIDUALIZED LEARNING SYSTEMS .

¢

f& Job Sheet

hd

' coﬁbLEfE THE FOLLOWING TASK.
Visit 2 or more parts stores: .
1. What type of {nventory control is used?
. 2. Who does the actﬁal posting oﬁ‘iﬁventory caéds?

3. How many different items arg instock (how many cards: are there)?

. " 4. How recently has a physical inventory been taken?
. -
’ 5. Does any store in your area use a computerized parts inventory control
. system? Write a paragraph about the system. What is it called, advantages
and)djsadvantages over the inventory card system, etc.?
'(’,.
‘ 218
222
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* Post

Assessment

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1. What is the purpose of knowing exactly how much stock is on hand?
2.° Name 6 things a physical inventory shows.

3. Where does information on the inventory control system cards come from?

<

4. Why should a physical inventory be taken when a perpetual inventory system
is being used?

5. When should the first entry be made on an inventory control card?

v

6. Give 5 things an up-to-date perpetual iﬁventory card shows.




7: How do the inventory control cards help new employees locate items? .

.
»

8. Supposé a stock number is replaced (superseded) by a new number. How is
this handled on the inventory control cards?

. 220
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®nstructor
Post Assessment Answers

1. Turnover rate is known and profit can be figured.

2. a. accurate count of all parts in stock.
condition of stock is known. .
¢. amount of turnover is known.
d. which items move faster than others.
e. uncovers obsolete stock items.
f. reveals parts that have been replaced or superseded.

. - 3. Receiving parts (bills of lading), sales slips, invoices, items returned
to store by customers, physical inventory.

4. To start off with an accurate count and see if the Caru- are correct.
5. When parts are received.

.. amount of stock on hand at all times.

amount of each item to order.

location of each item.
. when to add or when to stop carrying item in stock.

® o O T

number of items in stock or on back order.

7. Location of items is usually recorded on inventory control cards.

8. A new card with the new number is made out and the new card filed in «
numerical order. The card with the old number is left in the system
. but across the top of the card you should vrite “superseded by part #_
and give the number of the new part. This way someone else using the system
will know exactly what happened. ’

S Z?jl . 295



Goal: .

The student will be able to explain how
to check merchandise when it is received
and how to handle shortages‘and damaged
items.

222

RECEIVING MERCHANDISE

Performance Indicators:
The student will démonstrate knowledge
of the subject by successfully complet-

ting a Self Assessment, an Assignment,
a Job Sheet and a Post Assessment.
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- Study Guide

In order ‘to finish this module, do the following tasks. Check each item off
as you complete it. ;

w

L - Read the Goal and Performance Indicators on the cover of the module.
This will tell you what you will learn by studying the module, and
how you will show you've learned it. : ' »
2. Read the Introduction. The Introduction will tell you why the module - ;

is an important part of thecparts counter trade.

’

3. Study the Vocabulary section. Vocabulary words are important for a o
. good understanding of the trade. After you have studied the vocabulary, |
ask your teacher to quiz“you‘on the words and their meanings.
1
4. Study the Information section. This section will give you the informa-
tion you need td understand the subject.
L]
5. Take the Self Assessment exam. . This is a test for you to prove to your-

self that yod have learned the materiél you have studied. Compare your
answers with the answers on the Self Assessmeit Answer. Sheet, which is
on the page following the Self Assessment. If you scored poorly,
re-study the Information section or ask your teacher for help.

6. " Do the Assignment page. Follow the instructions at the top of the
Assignment page.

7. Do the Job Sheet. Follow the instructions at the top of the Job Sheet.
. i The tasks 1isted on the Job Sheet will help you develop skills which
will be helpful to yuu.

‘ 8. Take the Post Assessment exam. Give the exam to your teacher after

you have completed it. Your teacher will grade it for you.

N
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Accepting a shipment of merchandise froma transporting company‘isé:f:h:f/}ﬁé/ﬂ\~/\\\
duties of parts counter workers. Merchandjse’is usually shipped parts -
store by motor freight, railway express, bus or U.S. Mail. The way it is

shipped, packaged and handled depends largely on the urgency or need for a

quick delivery, the size and bulk of the order, and the distance from the
point of delivery to the dealer.
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E Vocobu‘ldry

Trade terms are very important for a good understandf;; of the trade. Study
these words'and meanings. When you have learned them, ask you teacher to
- quiz you on the words and their meanings.

MERCHANDISE--Goods, parts, products.

'BIN--General term, refers to several kinds of containers for providing storage
for merchandise. Can be made of wood, steel, metal, etc. Some have
adjustable spaces and shelves.

SHIPPING RECEIPT--A<piece of paper listing quantity, description weight, and
cost of shipping items delivered by a transportation company. Name of
. company, shipper, person to whom merchandise is shipped is also listed on
this receipt.

t

PACKING SLIP--A piece of paper listing articles included in a pickage or in a

number of packages. Also gives number and description of each type of
article included. Found inside package or packages.

INVOICE--Similar to packing slip! in addition to parts numbers and discriptions,
it shows the price of each item and cost of shipment. Invoices are sent
with goods when they are delivered or they are sent in the mail.

ORDER--Written request to ship merchandise.

BACK ORDER--Par¢ of order not made at present time, will be delivered later.

PREPAID SHIPMENT--Shipping charges are paid by the shipper before goods are
sent,
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’ C.0.D. CASH ON DELIVERY--Shipping charges are pa1d at time goods are delivered
. paid by person receiving them,

BILL OF LADING--Piece of paper that accompanies merchandise when it is trans-
ferred from shipper to transportation company. Contains complete number

s

and description of packages shipped and shipping instructions. P
o ' 'i,,
N
N
~ . e
e~
|
| -8 .
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" Supplementary
References |

1. Counterman's Handbook. Automotive Service Industry Association.

- 2. Auto Pafts Counter Worker. University of Texas. !
1
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Information i

‘ .

'The first important step to be taken by the person receiving and checking a
shipment is to check the type of cartons and how many cartons there ave. This
should be checked with the number and types of packages listed onNthe bills
of lading or the shipping receipt. ) AR

when checkinj, be sure to look at the addresses on all the cartons or packages.
This is.to make sure that they are all addressed to your comdany. (Sometimes
packages that belong to another company will be left at your place of business’
by mistake.) Other times packages that are supposed to be:left for , sy be
‘ sent to ancther cofnpany. Such mistakes c>ause delqy and confusion ;and can be
avoided if the pecole responsible for checking and receiving merchandise do
their jobs correctly. . K o -
Handle incoming merchandise efficiently. The shipping receipt or bill of N
2 lading should nct be signed until packages have been checked and accounted for.
Details of broken cartons or damaged items and any shortages should be written
on the shipping rece1pt or bill of lad1ng /
1/1
After tr= shipping receipt or bill of ‘lading has been sjgned, the transportation
company has proof that the merchandise has been receivga in full and in good .
order, unless damages and shortages have been noted oﬁ the shipping receipt.
If a shipping receipt shows the company should receive 10 packages and only 8
are délivere&} a rote stating "only 8 received" should be made on ali cooies
of the shipping receipt. If some packagdes have been damaged or broken open so -
things might fall out, this should also be written on the shippinglrecéipt when
) . the papers are signed. If there are any damages.'or shortages, -have the driver
or representa: ive of the shipping company sign the papers after you have written
your notes on them. This confirms the shortages .and damages as they were noted.

© 228 i
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If loss or damage is seen when the packages are opened, the local representa-
tive of the transportation company should be informed and the items set aside
0 inspection can be made. Also, the sh1pper should be notified so they can
f11e a claim against the transportat1on company. ‘ Z

If the shipping charges were paid by your company, the per:.n receiving the
merchandise should notify the person in the company responsible for filing

and settling elaims. '

After packages and cartons are received and checked, the individual -tems
should be checked. A “packing slip" is usually enclosed in one of L = packages
in the shipment, and it -will be marked on t'e outside "piﬁﬁfng slip enclosed."
,86me companies put a separate packing slip in each package, The package con-*
taining tre packing s1ip should be opened first-and other packages shoula be
arranged and opened in numerical order so listed by numben{?n the packing slip.
Open each box and check each item on the gacking slip for quantity and type of
merchandise. Check all contents of all packages until the entire shipment is
checked against the packing slip. Any shortages or incorrect items found should
be noted on the packing slip. fhe pergbn in charg€ of claims shculd be notified
so the company the goods were bought from can be told.

A

~

When unpacking items, each item should be tagged with the correct number. If it
is not tagged correctly or tagged with a number different from he numbering
system used by your company, the numbers should be changed at this time.

Sometimes items received have been changed in construction or design. This means
the part you ordered has been°superseded (or replaced) by @ new part. It will
have a new number and it should be binned separately. Notations are then made
beside the old part numbers and on the bins that the part has been superseded

by a new item.

Save all carto:sAand packing until the incoming items have all been checked.
This prevents losing or accidentally throwing away small parts with the packing

materials.

ny error found between the quantity of items in packages and the quantity listes
on the packing slip should be listed. Write down the part name and number and

229 233




how many were ordered and how many were actually received. This information
should be sent to the company who sold the merchandise, so adjustments can be

made, .

Some common tools are necessary for opening packages and crates. Some of the
most common tcols are crate openers, claw hammers, nail pullers, wire cutters
and carton knives. A chisel, screwdriver and pliers are also handy to have.

Nailed wooden crates or cases should be opened with a claw hammer and crat2
opener. K nail puller can be helpful after a hammer has been used to loosen

the nails.

Some companies use metal bands or wire to tie and bind shipping curtons. So.e
of these bindings are under pressure; a pair of wire cutters should be used to
cut the band or wi-e. Stand to one side when cutting wires or bands; they may

fly out when cut and can cause injuries.

When cartons are taped shut, they may be opened with a carton knife or other
sharp instrument cut along 3 sides of e carton. Be sure not to cut too deep,
so that you don't damage the contents. ~ -

( as and pavkages that are glued together may be -cut along three edges.
Again, be careful not to cut too deeply so that items in the package won't be
damaged. N
Summary

Here are nine steps tc take, after you have signed the shipping receipt or
bill of lading.

1. Open packages carefully. Get help with 1argef bulky packages.
Use the proper tools.
Put flammable packing material in safe plac2, guard against fire.
Group same type of items togethe-. ‘
Count items, check against packing slip and purchase order.
Make a note of any overages, shortages, or' damaged items.
Make a note of any back-ordered items.
Note aﬁ& differences in itéms on purchase order and items in

.
~N Oy BN
. o o . . .

packages. Record and report changes.
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8. Note any "special order" items.
9. After complete checking, sign and daie the necessary forms.
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® Sef
Assessment

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS IN THE SPACE PROVIDED.

1. .List at least 3 things\you should check when receiving merdhandise.

2. How should gluedcartons be opened?

3. How shouldcrates with metal bands or wires be opened?

-~
¥

4., hat is a "bill of lading"?

What is a bin?

(4]

6. What is a packing slip?

232 | | | \
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® Self ﬂssessment
Rnswers

1. Damages, shortages, overages.

2. Cut on three sides with carton knife (don't cut too deéply).
3. Cut with wire cutters, stand to one side.
4. List of items given to transportation company by the shipper.

5. Spaces provided for storing merchandise. Can be made of wood, steel,
. B adjustable spaces or shelves.

]

6. Lists'items contained in packgges or cartons. .
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Assignment

e —————————————— i~

* .
COMPLETE THE FOLLOWING ASSIGNMENT.

1. Visit a parts store; go into the receiving area and ask.to see various forms
--1abéls, tags, bills of lading, shipping invoices, price labels.

2. With a copy of the "checking werchandise 1ist of 9 items," check off the
items as the store. follows its regular procedure. How closely does the
store follow the 1ist of 9 points?
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Job Sheet

DO ONE OR MORE OF THE FOLLOWING TASKS.

-

1. Visit a parts store or jobber, assist in opening various packages and
crates. Describe how this was done and what tools were used.

2. Compare 4 pack{ng slip with the contents of a carton or package. Note
overages or shortages. Any damaged items?

3. Visit a transportation company, talk with the representative; ask him or
her to describe the job and show you what a "bill of lading" looks like.
Write a brief report of your visit.
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® Post
Assessment

HR{TE AN ANSWER TO THE FOLLOWING QUESTIONS IN THE SPACES PROVIDED.

1. Describe the proper method of opening a wooden crate.

[
-

2. What should be done with merchandise after the cartons have been opened?
3. What is an invoice?
4. What is a "back order"?

5. How can merchandise be sent from manufacturer to seller?

6. Where is the packing slip located on incoming 6rders?




7. What is a superseded jtem? -

8. How should superseded items be binned?

9. Name 3 factors to consider in determining the way an order is shipped.

10. What are bins?

237
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® Instructor
Post Assessment Answers

)

1.

10.

Use a claw hammer.or nail puller. .Use wedging or prying motion. Pull
nails. Store flammable packing carefully, guard against tire.

Checked and counted carefully. Check for breakage or damage. ‘Note ény
on packing slip. Moved to area for stocking.

Lists all parts by number, description, and price,

. Part of order that wasn't filled, to be filled at later time.

Mbtor freight, motor bus, railway, parcel post.
In vne of the packages usually marked “packing slip enclosed."

Item that has been changed in design or construction, and hdS .been replaced
by a new item. Usually has a new part number.

Separate from old items. O01d jtems sold first. Notation made that it is
a superseded item. )

Size, bulk, weight, number of eartons or crates.

Storage spaces for parts. Made of wood or steel and usually adjustable.

-
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STOCKING--STOCK TURNOVER .

Goal. | Performance Indicators: *
. Student will understand-stock investment The student will demonstrate an under-
and turnover. ‘ standing of problem solving in steck
control and sales by successfully
compl‘eting a SeTf Assessment, an Assignment,
a Job Sheet and a Post Assessment.

v
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Study Guide

In order to finish this moduie, do the following tasks. Check each_itenf off (\ﬁ\‘,,

4

as you complete it. “Hpe ."
. 1. ___ Read the Goal and Performance Indicators on the cover of the module.
" This will.tell you what you will learn by studying the module, and (
how you will show you've learned it. . o,
a0
2. _._. Read the Introduction. The Introduction will tell you why the module

. is an important part of the parts counter trade.
1 { . ’ £

) A 3. - Study the Vocabulary section. vOcabulary words are--important for a
‘ ' ~good understanding of the trade. After yotr have studied the vocabulary,
ask your teacher to quiz you on the words and thedr meanings.

4. Study the Information section. Th1s section W111 g1ve you the informa-
tion you need to understand spe subJect.
E. . 5. Take the Self Assessment exam. This is a test for you to prove to your-
| self that you have Tearned the material you have studied. Compare your
answers with the answers on the Self. l‘ssessment Answer Sheet, which is
on the page following the Self Assessment. If you scored poorly, R
re-study the Information section or ask your teacher for help.

6. Do the Assignment page. Follow the instructions at the top of the
Assignment page.

7. Do the Job Sheet. 'Follow'the,instructions at the top of the Job Sheet.
The tasks listed on the Job Sheet will,help you develop skills which
will be elpful to you.

8. Yake the Post Assessment exam. Give .he exam to your teacher after you
have completed it. Your teacher will grade it for you.
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. The main function of the parts :store is to supply parts, services and equip-

; ment. to the customers. A balanced and adequate supply of stock must be kept
on hand to sell. Money must be spent for stock that will return. enough money
for the store to make a profit after paying overhead and any other expenses. ’
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~Yocabulary

.,
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o

-

13

Trade terms are very important for a good understanding of the trade. Study
th2se words and meanings. When you have learncd them, ask your teacher to

BALANCED ©7OCK--Parts in enough variety and enough guantity that, they sell
¥ quick]ye‘with no parts remaining on the shelves for man& months.

quiz you on the words and their meanings.

INVENTORY--Parts, supplies,.materials kept on hand.

OBSOLETE ITEMS--Parts no-longer in demand By customers. : -

-

OVEXSTOCKING--Too many of some items so that -it takes too long to sell-them.
Ties up money that could be used for more variety. - ’

SEASONAL;INFLUENCE--Parts bought and sold during certain times of the year.
For exampl. intifreeze and tire chains are popular items in the winter
only.

TURNOVER--The number of times stock is sold and replaced.
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* Su:pple:menta(y

 References

>

1. Auto Parts Counterman. District Ed. Manual, University of Texas.

2. Inside Salesman. NAPA.

3. Auto Parts Counterworker. University of Texas.
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Information

Some control of inventory must be made. Increased turnover may lower the cost
of stocking; however, the more frequently small amounts are ordered and picked

up the higher the store's cost is. It may be that doing business in fhat manner
may be worse than having a slower turnover.

To make'the best profit for the store the rate of turnover and the cost to stock
the parts must be compared. having a fast turnover must be balanced against the
cost. Buying small amounts will mean a faster turnover. But smali amounts often
cost mpre than larger amounts. The goal is to buy at a price as low as possible
and to turnover as fast as possible.

Figure 1 is a bar grabh that shows how much it costs to buy and stock parts and
the profit at various rates of turnover. (See illustration on next page.)

Column A shows that by buying a large amount of stock, the cost to buy the parts
is very low. But costs to keep such a large amount of parts in the store until
they all sell becomes very high and profit is therefore less. This column
represents 1 year's turnover. This means it takes a year to sell all the stock
bought. *

Column C shows that turnover of stock 4 times a year is the most profitable. As
the rate of turnover increases there is a steady reduction in the cost of stocking.
But once we start to buy stock in-reatly small quantities the costs to buy start
to go up. If we look at bar "D" note then that because the cost to buy parts is
high profits again go down. Profits will always go down as the cost to stock

goes up or as the cost to buy goes up.

Notice that the profit in bu*th of the extremes (A and F) is about the same.
Examine bar "A" and bar "F" closely. Which.is the most profitable? With only a
single turnover each year there is always stock to sell. With 15 turnovers every

244
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' year the stock might be short and not enough of some items so that generally all
- sales might be reduced. ]
If a po-* cost $100 and did not sell, it did not return any profit. Also it
might have cost the store money because in some states there is an inventory tax.
As much as $10~may be charged the store for the inventory tax on that item. If
the $100 cost of the part would have been in the bank, interest would have been
X paid and some profit earned. ’
s \ . '

Finally if the part that cost $100 was finally sold for $120 a year later, the
profit is not really $20. The reason is that it costs money to keep the part
that jong. Don't forget, too, that other expenses have to come out of the sale
of that part Salaries, overhead, rent, etc. As much as 25% of the gross sales
might have to be deducted. Profit from the sale keeps getting less and less,

_the longer the item is in stock. ’ ‘

If all the sales of parts went that slowly, one time a year, the store would not
" be able to give good service and might even go out of businecs.

\ The end results of all this 1S simply stated: A slow turnover (once a year)
means loss of money‘and poor'service. On the other hand, a faster turnover
(4 times a year) means more money and much better service to the customer.

Supplying the customers' needs, within your store's ability to buy stock in
enough variety and amounts, has to be balanced with your sales abilities and
efforts to keep an adequate, balanced and salable stock.

Q : 246 251




INDIVIDUALIZED LEA_R.NING SYSTEMS

* s
Assessment

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1. What is turnover?
’ 2. What makes frequent restocking of items expensive?

3. What is rate of turnover?

4. What is profit?

5. What is an obsolete item?
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n

x

' ® Self Assessment

~ Answers

«
fomn
.

Number of times items a.e sold anu replaced with more.

2. *Cost to pick up parts, (may have to buy from another competitor). Prices

-

go up when buying in smaller quantities. .
3. Number of times per year an item is sold and replaced. _ .

- 4, Money left over from the sale of an item after the cost of the item over-
. head, and other expenses, have been deducted.

5. Part no lcnger in demand by customers.
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- Assignment

-

COMPLETE THE FOLLOWING ASSIGNMENTS.

1.7 Visit a parts store, find out what makes up overhead. Write a list of
these things and note the amount. '
i 2. Observe items on display--are these seasonal items? Make a list of as
many seasonal items as you can. Are“ahy out of season. What are thev?

3. Visit several different parts stcres, estimate in dollars what the inventory
amount might be. What, if any, is the rate of inventory tax in your area?
How much tax is due? (Estimate) v

P
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. i

Job Sheet |

Y

COMPLETE THE FOLLOWING TASKS.

~ Based on Figure 1--

1. What is the most profitable colum? Why?
2. What is the least profitable column? Why?

3. .If store X's stock is represented by column C, and siore Y's stock is
rebresented by column E, which store is making more profif? (Assume
overhead is the same for both stores.) '
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Y.

° Post
Assessment

\

WRITE AN ANSNER';O THE fOLLOWING QUESTIONS. ‘ :
1. What is s;ock t?§nover?
2. What is the best rate of turnover?
‘ 3. MWhat is an‘ obsoleée item?
4. List items that are seasonal : ;

5. What makes-up a stores investment?

6. Study Figure 1. What is the most profitable column for stock buying and

turnover? Why? Does this necessarily mean you make the most money.?
) )
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Instructor
Post Assessment ﬂnswers

1. Stock .sold and.replaced.

2. Lowest cost to buy parts and'keep on hand.

‘

3. Parts no longer in demand by customers.

4. Anti-freeze, tire chains, air conditioning bprts, cooling fans, snow tires,

A

3

gésoline additives.

5. The cost to stock shelves with parts and keep them includes taxes, overhead, .
etc. )

6. "C" cost to stock is low. Profit is high. Not necessarily. You may be
out-of-stock on items and not be able to provide customers with parts /o
needed. It might be necessary to p1ck up parts from competitors at increased
costs.
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- Goal: | o Performance Indicators:
" The student will be able to properly The student will complete a Self
receive and store parts stock. " Assessment, an Assignment, a Job Sheet
and a Post Asséssment.
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Study Guide

In order to finish this module, do the fo11ow1ng tasks. Check each item off

as you complete it.

1.

8.

Read the Goa] and Performance Indicators on the cover of the module.
This will tell you what you will learn by studying the modu]e, and
how you will show you've learned it.

Read the Introduction. The Introduction will tell you why the riadule
js an important part of the parts counter trade.

.Study the Voéabu]ary'section. Voéabu]ary words are importanf for a

good understanding of the trade. After you havé studied the vocabulary,
ask your teacher to quiz you on the words and their meanings.

Study the Information section. This section will give you the informa-
tion you need to understand the subject.

o

‘Take the Seff Assessment exam. -This is a test for you to prove to your-

self that’ you have learned the mater1a1 you have studied. Compare your
answers with the answers on the Self Assessmen‘ Answer Sheet, wh1ch is
on the page fcllowing the Se]f Assessment. If you scored poorly,
re-study the Informat1on sect1on or ask your teacher for help.

Do the Assignment page. Follow the instructions at the top of the
Assignment pagef ‘ |

Do the Job Sheet. Follow the insf;ﬁctions at the top of the Job Sheet.
The tasks listed on the Job. Sheet will help you develop skills which
will be helpful to you. f

Take the Post Assessment exam. Give the exam -0 your teacher after
you have completed it. Ydur teacher will grade it for you. '
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The auto parts'countér worker needs to be“fu11y aware of the method used .o
accept and store parts and other merchandise. Most stores use very similar
‘methods to do this.

Larger stores riay have a "receiving-clerk" or "inventory clerk", but in smaller
’ stores a counter warker will do both jobs and serve customers at the sales
counter, too. The size of the store and the volume of its sales will determine
how much time and how many people will have to do the receiving of the goods to
’ be sold.
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Yocabulary

/

Trade terms are very important for a gocd understanding of the trade. Study
these words and mean 'ngs. When you have learned them, ask your teacher to
quiz you on the words and their meanings.

BINS--A group of metél or wooden “oxes or open shelves, usually adjustable in
height and width, for storage of parts, and other goods.
g :
BINNING--To put the parts and other merchandise away in the right place. Those
that belong in bins are put into those bins, those that are hung on hooks
are hung on the right hooks and so on.
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* Supplementary
References -

1. Counterman's Handbook. Automotive Service I .>try Association.

2. Auto Parts Counter Worker. University of Texas.
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Information

After merchandise has been received and accepted from the delivery person, the
following things must be done:

1. It must be unpacked to give you individual items for sale.

2. The items must be marked with the price and a part< aumber.

3. Each item must be put into storage in the right bin or on
the right sheilf.

Each store is a little different so you must learn the layout of the shelves
and bins by experience. You will become faster at "binning" once you have
‘ learned the location of the more popular merchandise.

& A simple method often used is « group system. In using the group system,
' you place related parts in bins grouped in one place in the store.

Most stock rooms use metal bins with adjustable shelves. L[ ns and shelves can
also be made of wood.

Some stock, such as exhaust pipes and fan belts, ~-: stored on racks that are
made especially for their storage.

The space- and shape of the stockroom determine the layout of the bin arrange-
ment. Bin cections are usually arranged in double rows, back to back. The
rows arc .med up so they end at the front sales counter. A three foot aisle
is usually provided between the bins. This arrangement gives plenty of working
space without wasting too much floor space.

Most shelving sections of bins contain bins of various shapes and sizes. The
shelving sections are usually 7 feet high, 3 feet wide, and 1 foot deep. This
design makes the stock easy to reach and leaves space above for lighting fixtures.
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The bins are labeled with numbers or letters to help the parts counter workers

. findm parts they are lookding fa. Labeling systems usually show the general
category or type of part, the manufacturer, the price and have a specific code
for each part similar to that of the catalog number. As you learn the iabeling
sy.:em you will be able to find the part you want more quickly. As you become
familiar with the store you will learn its inventory and where frequently pur-
chased items are located.

Bins and shelves should be kept as clean as possible. Dust, old empty boxes,
papers and trasn create fire and safet: hazards. It also slows down workers
as they stumble over the garbage in the aisles while getting parts. For the
same reasons, merchandise should not be ailowed to stack up on counters and in
the aisles. Also,some parts can be damaged by exposure to dust and dirt and
then cannot be sold. |

When binning parts znd supplies, place them at the rear of the bins and move

the older stock up to the front to be soid first. This is called rotating the

stock and should always be practiced. Tnink of the stock as fruit in a grocery
. store. No one wants to buy old fruit and no one wants parts that have worn out

lying on the shelf.

Handle heavy items carefully and get help to 1ift ve}y heavy items. A hand
truck can be handy for moving stock. A'ways put the larger and heavier objects
on the truck first, and then the lighter and fragile onazs on top. All the parts
in a parts store rep;esent a cash investment for the store owner. Any parts
that are lost or ¢ 1aged by careless handling result in morey lost by your

employer.

Care should always be taken when handling parts not to damage them in any way.
Even parts made of durable materials can be scratchrd or marred and made unsal-
able.

Careful handling of parts is as important asmaking sure the parts are correctly
stored. Both will enable ,ou as a parts counter worker to provide your customers
with damage-free parts and fast service.




* Seif
~ Assessment

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1.

What 2 things do you need to know to be able to efficiently put stock in
bins.

How are bins usually arranged?
Why are aisles usually 3 ft. wide?
what advantages does a 7 foot tall bin give?

Why is it important to handle a~ parts and merchandise carefully?




INDIVIDUALIZED LEARNING SYSTEMS

o
® Self Assessment
RAnswers | U

1. Knowledge of the bin arrangement and knowledge of the numbering and letter-

ing system.

2. Back to back with 3 foot aisles between them and the ends of the aisles
toward the frornt sales counter.

3. To provide good working space for moving even bulky items.

4. The top shelves can be reached and it leaves room for good light{ng.

5. To avoid yaste and loss of money due to damage -and breakage of goods.




INDIVIDUALIZED LEARNING SYSTEMS

~ Assignment

COMPLETE THE ASSIGNMENTS BELOW.

1. Visit a parts store and note the bin arrangement.

2. Visit a parts store and note the bin numbering and f%ttering systems. Write
a report about your visit, . '
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~ Job Sheet.

COMPLETE THE TASKS BELOW.

<

3

1. Visit a parts store. Draw a floor plan of the parts bin arrangement.

2. On you?narawingxlabe] bins with numbering and letteri ; system used.

3. Make a list of the equipment you find that is used for moving heavy
parts and materiais.

‘ . 4. Find out who does the following jobs.
a / receives merchandise

b. moves heavy parts

c. bins stock

d ' cleans aisles, bins, shefves

263
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* Post
- Assessment

oo
-

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

What factors determine bin arrangement?

How are some bins arranged in order to simplify binning?

TLp

Why should dust, trash and other debris be disposed of and kept out of the
aisles?

k4
L3

Why should new stock be placed at the rcar of the shelf? »

When using hand trucks to transport items, which parts should be placed
on the bottom?

List two advantages of putting parts in the proper bins.

264
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®|nstructor
Post Assessment Hnswers

E
i

1. Size and shape of %he buf]ding and the parts storage system used.
2. In groups, according to the type of stock.
- 3.‘ To prevent fires, accidents and damage to parts.
4. So that older parts are‘sold first before they get shelf worn.
5. Heavy or bulky parts.
6. a. It takes less time to find when a custoner needs it.

b. It takes less time to put the parts in storage when they are received
at the store. '
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270




- STOCKING

Goal: |
The student will be able to explain
the importanc§ of good stocking and

customer service.

Performance Indicators:
The student will complete a Self Assessmenc,

an Assignment, a Job Sheet and a Post
Assessment.
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Studg Guide_i B A

4«

29 /

In order to finish this module, do the following tasks. Check each item off
as you complete it.

_ Take the Post Assessment exam. Give™fhe &xam to your feacher after
you have completed it. Your teacher will grade it for you.

Read the Goal and Performance Indicators on the cover of the module.

This will tell you what you will Jearn by sthdying the module. , '1’

Read the Introduction The introduction will tel you why the module
is an 1mporrant part of the parts counter trade.

L4

Study t. Vocabulary section. Vocabulary worﬂs are important for a
good understanding of the trade. After you navestud1edthe vocabulary,
ask your teacher to quiz you on the words and their mean1ngs

1
Study the Information secfion‘ This section will g1ve you the informa-

tion.you need to understand the subject. ) L

- ~

Take the Self Assessment exam. This is a test for you to, prove. to your- .

self that you.have learned the material you have §tudied' Compare your
answers with the answers on the Self Assessment Answer Sheet, whlch is

on the page foliowing the Self Assessment. If you scored poorly,

re-study the Information section orlaék your teacher for help. )
. N . »
Do the Assignment page. Fol]owl}hé instructic - at the top of the

A§signﬁent page.

Do the Job Sheet. Follow the instructions at the ftop of the Jop Sheet.
The tasks listed on the Job Shaet will help you develop skills which

L

w111 be he]pful to you. . .,
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- Introduction -

.
4 o

{

Customers appreciate coming into a parts store where they can find and purchase
the parts or supplies and equipment that they need. They want to be able to do
this everytjme and, because of that atticude on the part of the customers it's
. important ‘for the part store to keep the materials that are needed on the
shelves. This requires planning and careful control of inventory and buying
- stock.
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Yocabulary

e S ‘S S ——

Trade terms are very impartant for a good pnderstanding of the trade. S.udy
these words and meanings. When you have learned them, ask your teacher to
quiz you on the words and their meanings.

OVERSTOCKED--Too much or too many of an item of merchandise.

-

COMPETITOR--A store that is also in the business of selling the same partc,
__miterials and equipment as your store.

WHOLESAL ER-JOBBER--Person or business that sells parts to other businesses,
or person in resale (retail) sales business.

=
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®  Suppiementary I
References

1. The Inside salesman. NAPA

2. Auto Parts Counter Worker. University of Texas.

3. Counterman's Handbook. Automotive Service Industry Association.
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Information

Customers want a “oné stop" source whére they can buy any automotive part,
supplies or eruipment they need. They want to find an adequate stock, a large
enough quanticy to fill their needs, and parts and supplies thatareup to date.

No one wants to go to 3, 4 or maybe more stores in order to find the parts

“and supplies needed. The latest part o: model should be available.

Selling par*s or supplies that are out=Qf-date, obsolete or no longer usable
would send the customer to a competitor. If not right away, the next time they
need parts, they will go somewhere else if they were not satisfied completeiy
with the selling job you did for them. If vour customer is a deal<r, then your
customer also wan.s to give his or her customer the best possible service that
he or she can. They will want the parts to fit correctly and effectively so
that they, ‘n turn, nave a satisfied customer. They do not want to have a job
held up in their shop or place of business because the parts are not ¢ ilable.
That means that their shop has vehicles taking up space, not making them any
money. - )

During the time your customer s waiting on parts, his or her customer's vehicle
is sitting . ., taking up space in his shop. If it is a commercial vehicle, such
as a delivery truck or salesman's car, then the problem increases. Your custom-
er's job is delayed further, compounding the lack of productive work. His or
her shop and his or her customer are bot wow idle, waitiig on parts that you

:an't supply. People get irritated when they are not working bec tse this

means they are 1osin9 money .

The demands of customers are all diffrrent, but your main purpose is to supply

parts and materials to as many customers as you can. It might not be possible
to satisfy every customer whe walks in your door. It might not be poccible to
satisfy « very customer, everytime, because of several reasons. ‘ I




1. Finances tell you how much stock you can shelve.
2. Space may dictate that you have room for only <o much stock or
SO many items.
3. No store can carry enough of every item to have it on the shelf
ready for sale every time.
4. In remote areas or-stores that are in places where warehouse
stbcks are not available for backup, items that are not frequently
_asked for can't be obtained-on—srort notice (such as in 3 or 4
nours). '

Wholesalers or part store owners finances may be limited, and stock has to be
bought 1isely. A rule of balanced stcck needs to be followed. Store owners and
or the store manager has to keep close account of items in stock. Close
accurate counts of items must be kept so that parts won't be oversfocked. By
keeping close, accurate records, overstocking and stocking of items that don't
sell, called slow moving items, can.be avoided.

A record should also be kept of parts that are asked for and can't be, found

in the store's shelves. Items that aren't available for sale result in no
§glg. A list of these items should be kept. This is éa]]ed a "Report of

Lost Sales" and the 1ist should be brought to the attentior of the store man-
agef cr person in ‘charge of ordering parts. This list can be used by them as
a guide when buying items for stock. A "good" stock buying »ractice makes for

a gc-  inventory, good sales and improved customer scrvice.
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Self
Assessment

INDIVIDUAL IZE[) LEARNING SYSTEMS

2

WRITE Al« ANSWER TO THE FOLLOWING QUESTIONS.

.

What is the hardest part cf stocking?

What happens when customers can't find wgat they Qant in your store?

What problems coTe up th:f prevent your syo}e from satisfying every customer?
How do you help prevent lost sales?

How do you prevent stock from becoming obsolete?
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® Self Hssessment
Answesrs

Keeping inventory of what customers need and trying to anticipate those
needs and quantitiés to match them.

They go somewhere else--to your competitors.

Cant financially stock everything. Lack of space. Remote location or
long-distance from warehouse.

write_dowﬁ numbers and items asked for but not stocked. Turn over list
to person in charge of ordering, or inventory clerk.

Sell old stock first, update numbers and information about parts that can
be supnlemented or used in place of another part.

w

«
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Assighment

COMPLETE THE FOLLOWING ASSIGNMENTS.

1. List as r.ny things as you can that would help custonérs to alwqyg be
satisfied.

2. Make a list of things that would assure you of an adequate stock.

3. Write a paragraph on now you would handle a customer who has asked for a._

part,and you don't have it on the shelf. List steps you would take to \\
get the customer the parts ho or she ueeds in the quickest way, |
‘ Y ) ///
>
® v

25()
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3
’

- Job Sheet

el
&

7

COMPLETE THE FOLLOWING TASKS.

1.

Visit a parts store, ask how they report "lost sales."
Find out who is in agharge of ordering parts.

Ask a local parts store whese they buy stock. How far away is it? How

much time passes before they can get a part in an emergency?

Ask how they avoid “"overstocking."

Do they have any way to return overstocked or obsolete items to.their -
supplier? Write a paragraph on how this is done. ’
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* Post

Assessment

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

MY

- 1. What is the purpose of a "lost sale" report?

e

T .

2. Becides finances, what else prevents a store from carrying a large inventory?

3. ‘'ow could out-of-date or obsolete items be disposed of?

\

4. What is meant by a "one stop" source?

-

Why do_your customers demand prompt,efficient service from you?
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®lnstructor |
" Post Assessment Answers

1. Give it to person in charge.of inventory or buying stock. Item might be
ordered and kept in stock if there is a demand for it.

2. Size of store and shelves, bins and storagé'areas. Tax laws in some states
on inventory. Need to keep low at times to avoid large tax bill. Location,
distance to supplier or manufacturer,

3. Sold at discount prices; find other firms or busimesses that might have
cdemand for them.

4. Customers can find everything they need in one store, thus only stopping
once.

5. So they can deliver prompt, efficient service to their customers. They

don't want their‘shop or place of kbuliness tied up fqr lack of parts.
They lose money when they can't complete a job bgpause of lack of parts.

. : . 278
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RETURNED MERCHANDISE

L

‘-
s+ ‘
a

Goal:
The student will be able to identify the
steps involved inaccepting and handling

returned merchandise. .

- .
9]

Pgrtormahce Indicators:

The student will demonstrate knowledge

of the subject and practice the skills by
completing a Self Assessment, an A551gn-

ment, a Job Sheet and a Post Assessment.

iy
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Study Guide .

L] .
In order to f1n1sh thic Wodule, do ‘the fo]]ow1ng tasks. Check each item off as.
you complete it. '

7/ -~

A Read the Goal and Performance Indicators on the cover of the module.
This will tell you what you will learn by study1ng the modu]e, and
how you will show y6u've learned it.

2. Read the Introduction. The Introduction will tell you why the module
is an important part of the parts counter trade.

3. Study thé Information section. ~This sect1on will "give you the 1nfﬂm53”’/
tion’ you need to understand the subject.

L4 Take the Self Assessment exam. This is a test for you to prove to youﬁ-
self that you have learned the material you have studied. Compare your
answers with the answers on the Self Assessment Answer Sheet, whichfi%
on’ the page following the Self Assessment. If you scored poorly,

- re-study the Information section or a;k your tea. er for help.- '
: / . ’
5. Do the Assignment pdge. Follow the instructions at the _top of the o
Assignment page. )
6. Do the Job Sheet. Follow the instructions at-the top of the Job.Sheet.
The tasks, listed on the Job Sheet will help you develop skills which.
* will be helpful to you.

L

7. Take the Post Assessment exam.” Give 1he exam to your teacher after you

have completed it. Your teacher will grade it for you. - . .
y . , 280 ' .
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Parts or Material§ are sometimes returned to the parts store. The parts counter

- worker should be familiar with the cétegoé& of the item and know what should
be done with-it. =+ . ' - ‘

Every parts sto;e hég its own prdcedures to handle merchandise that is

returned. The counter.worker should be familiar with different procedures, but

especially with ho@ it is done id his or her stgre. Completing and routing the
" paperwork correctﬁy'is very important.g If it is not done prbper]y, sales and

money might Le lost. \
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~ . Supplementary
- References

vl

/ 1. Counterman's Handbook. Auto@otive Service Industry Association.

i

L
! I
2. The Inside Salesman. Nationil Automotive Parts\Q§sociation. '
, . L ~
3. Autof?&gts Counter Worker. University of Texas.
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Information. U *

There are three major categories into which "returned merchandise" can be
grouped. Each group requires the parts counter worker to handle the parts.
differently. . - k »

1. Exchange items

. Automotive parts jobbers sell rebuilt or re-manufactured units. These parts

are usup]]y less expensive than.new parts. The old parts, however, must be P

turned in to the rebuilder So they can be rebuilt or re-manufacturea; too.

If the rebuilder is’ to stay in business,:it's up to the parts jobber ‘and
. tne parts counter workers to See that;the old parts (called "cores") are

turped in by the customer. A trade-in allowance is usually subtracted from

the cost of the rebuilt parts when they are bought. This encourages the

customer to turn in the old part. ) o

If the cores are not turned in, or if they are not handled, }ébe]ed and
inspected properly, the parts jobber will lose money and the rebuilder won't
' have a stock of cores to rebuild. = - .
The parts _counter worker should inspect the core to find cut:
~ * jg it complete, are there missing parts? . L~

. . . Xis it the.correct'core, can it be identified as the exchange part?
* is it in acéeptab]e condition?
Price 1ists often give -the allowance for the core. If the core doesn't
—_° meet the re'uilder's standards, less money may be allowed on the trade-in
value. ) .

The amount of allowance should be entered on the invoice or sales slip

-* . and ttemized so the customer knows he or she has recefved the core allowance.

- ¢
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in it when the transaction (exchange) is completed.

¥F

The invoice number should be written on the box in which the core is stored.
Often it is the same box_the rebuilt item came in--the rebuilt item is taken
out, the core is put in. A core tag is attached to the item, if the rebuilder

‘requires it. (Some rebuilders.have very strict policies they set for core

exchanges. Be sure you are aware of them and follow them. “If you don't,
you lose money for your company and the rebuilder loses the core!)

If your parts store has a special rack or bin for cores, place all cores

L]

3

If the exchange item is not acceptable to the rebuilder and you know it, be _
R

~

sure to explain ggrefu]fy to the customer why. i

4
©

2 and 3. DPefective items

These items are broken down into two groups:
A. Parts or products that failed within the warranty or guarantee period.
B. Parts or products that were defective before they were used, or put

into service or operation. ;

(A) Most manufacturers, rebuilders or mechanics gdaraptee or warranty their

“parts, usually for 90 days. That means if the part or product fails.to

perforni (work as it should), the manufacturer will repiace it. However,,

if the part was installed #ncorrectly, or damaged duve to carelessness, then
\-—-\ \.’

the guarantee is probably not good.

"

The specific manufacturer's warranty p01iries:shou1d be fully understood before

_adjustments (trade-in a’lowance changes) are;mqﬂe'with the customer. (Am example:

Battertes are pro-rated; that means the customer pays only for the used
warfénty time. Other electrical items, sitch as voitage requlators, switches,
qauges, et¢., are not ever guaranteed. The reason is because the customer
may burn out the electrical unit by inea?rect use or improper diagnosis of -
a problem.) : ‘
Labor claims are not awarded by manufacturers very ‘often; the company
involved should have a well-understood and clearly-defined procedure.

.

(B) Sometimes a part or product fails tc work or is found to be defective as

‘ 284 . 251
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soon as it is taken frum the box or package. (The rebuilder or manufacturer -
makes mistakes, too.) If the item is found to be defective in an} way
before it was put- into service or use, it should be replaced. The defect
should be noted and the part returned to thessupplier. In these cases, full
warranty is made and, if necessary, you should go out of‘your way to see that

your customer is satisfied.

1
- o

The following sieps shoulg be taken when returning a part for warranty:

R 1. Find out as much as you can about the part, what failed and why.

2. Find the original sales sfip’br invoice. You'}l need dates: prices,
and other'fnformatior. )

3. Find out the supplier's policies and follow them to receive warranty.

4. Label the returned part and place it where it can be returned to the
supplier. "01d" cores can becpme obsolete and out-of-date if allowed

- to collect dust in some forgotten place in the store. .

5. Follow through with the necessary paperwork; a "no charge" or "adjusted .
charge" (when appropriate) should appear on the invoice. Attach any
shipping labels to the part and tag or label parts for easy identifi-
cation. E}st the reasons for return, why part failed or what was

wrong. . ‘ .
6. Package and label returned parts for the-correct supplier.

»?

-

Soméyparts found to be defective or which failed during the warranty period
have to be.returfied to the manufacturer for repair: If this is the case, be
sure to tell the’ customer how much time it will take, what cnarggs there will

be, if any, etc. ' o .
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. Self
Ay .-,essment

WRITE. AN ANSWER TO THE FOLLOWING QUESTIONS.

1. Name three categorieé of returned merchandisc.

2. What is the usual warraﬁty period for parts? ~ .
- : ) - ’ 7

3. What are the warranty policies?

4. Where should co:es.be placed after they are received and labeled._

e
=]

5. What should your attitude be toward a customer who brings in a part that
* failed? '

2386
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- T

<

'@ Self Assessment |
- PAnswers - a

). a. Failed during wairant} period.
b. Defective when new ‘or before put into service.
c. .Exchange item, "core." . ‘

2. 90 days

-1 — °
3. Each manufacturer has its own.

-

-

/‘ - -
4. Wherever you store has designated. Be sure rebuilder will pick them up.

5. Do whatever you can within the policy to satisfy the customér. Keep him:
or her happy.

a
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~

Assignment

-

-«

T COMPLETE THE FOLLOWING ASSIGNMENT.

Visit a parts stdre.

K]

-

1. - See how "cores" .are handled.
\ ¢

2. ‘See what ‘paperwork is involved with a returned part that failed while still
under warranty. .

1 ‘

S )
~Write your findings down and hand in to instructor. . -

288
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-
3

P .
Job Sheet

-

- " COMPLETE THE FOLLOWING TASKS. ’

“
Wy

Obtz 'n blank invoices and practice making them out for:.
. ' 1. warranty
cores
. refunds
4, credit.’

- C 249 X
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£,

¢ Post
Assessment

. WRITE AN ANSWER TO THE FOLLOWING QUESTIONS: L -7

-

. 1. What errors can be made when returning parts for warranty?

-

£

-

2. What procedures are to be followed when a part must be returned to the menu-
facturer for varranty repairs? ——

< ] ‘

-

3. Nhat is the maJor d1f?erence between a warranty part that fa11ed and a
defective part7 ’

- s -
- . »

-

* 4. If cores are not acceptable by your'sibre'(according to the rebuilder's
standards ) what “should you do? -

- 290 .
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elnstructor R
Post Assessment Answers

‘1. ‘a. manufacturer S pol1c1es wh1ch aren't fo]lowed can result in no credit
' be1ng given for warranty 1tems
b. wrong company ‘is sent part. )
c. arts labeled wrong. . . v ~
d. _defects not clear. L ‘ .
e. reason for fai.ure not clear.

3 s
L

2.~ Custofer Should be told time involved and any charges that will be made

tc customer. . ) . .
Vs : -
. ( ‘\ T b * .
“. 3. Warranty part was-installed or placed in‘use and ft failed. Defective parts
<

was broken or inoperative before it was installed or pla<ed in use.

4. Carefully explain.to customer what ‘specific. standards are required for core
returned for credit and why. Explain how to handle- cores in the future S0
that core js acceptable and_ full refund or al]owance can be made.

3

o
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Goal: .
The student will be able to iden’ ify
. Tunction$ and processes of the auto

'za\,-;‘:gagt§;§;prgtg machinéishop dperétion:

-

T
- ; T
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a  MACHINE @HOP AND CUSTOMER SERVILE .
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Performance Indicators;

The studént wiil demonstrate knowledge
of the subject by successfully compiet-
ting a Self Assessment, an Assignment,

| _a Job Sheet and a Post Assessment. -




- - o _‘-—_""'-—‘—'—ﬁs
. * - - . . . .
. .

¢ . “\ . o i |
LT ) " INDIVIDUALIZED LEARNING &YSTEMS '
3 - “"— = - -

-
-

¥

In order to finish this medule. do -the fo]]ow1ng tasks. Check each item off

. ', . as you complete it. .
[ 5 .
- 1. Read %he Ggal and Performance Indicators on the cover of -the module.
. . " This will tell you what you w111 1earn by, study1na the module. and
1 . . < - how you will show you've learned 1t : ,
2.7 < Read thé Introduction. The Introduct1on will tell you why the module
. is an important part “of the°~arts counter trade ‘ , - 1 -
3. Study the Vocabu]ary sectioni. chabulary words ape important fdr a » .
* - goog understanding-of the trade. Aﬁter ydu have studiéd the vocabulary,
. ' ask your teacher to quiz you on the words and -their"meanings..
. .-
. Ge._2 SPudy the "Information section. This sect1on will give you the 1nforma-
) t1on .You need to understand the subject. -0 ‘
. . o ~ 5
5. Take thé’Se]f Assessment eiam This is a test for you to prove'to your- - i
self that you have ledrped the material you have studied. Compare your
answers’ with- the answers on the Self Assessment Answer Sheet, wh1ch is
on the page following the Se]f Assessment. If you scored poorly, )
. . re- study the Informgtlon sectlon_oraask yOur teacher for he]p
6. Do the Ass1gnment,page follow the‘znstructions at the top of the’ .
~Assignment page. ’ ' .
. . . . ' > ‘- ' \
— . 7. _- -Do the Jab Sheet. Follow the instructions at Jhe wop of the Job Sheet.
o The tasks listed pn the Job Sheet w111 he]p .you develop sk1]ls which
P will be helpful to you.
. 8. ___ Take the Post Assessment exam. Give the exam to your teacher after .
g

you have completed it. Your teacher wi]lkgrade it for you.

~
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A nmachine shop is a necessary service for the éuto Lepair industry. It also
helps to increase the auto partsstore's sales. . * . .
- TP promote fhe Parts store mac-ine shop business, the auto parts counter worker
can éncourage customers to visit the shop to see first-hand what services it °
S can provide. The well trained auto parts counter person is aware of the machine
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Vocabulary

L P

+ Trade terms are very important for a good understanding of the trade. Study

‘these #ords and meaninys. When you have learned them, ask your teacher to
quiz you on the words and their meanings.

MACHINE--A mechanical device for doing some kind of work.

BORING--To put a hole through or in a material with a drill, or to eniarge an

existing hole such as a cylinder in a:.. engine block to make it perfectly
round again.

GRIND--Sharpen, shape or smooth with an abrasive wheel or stone.

CRIMP--Press into shape with folds.

& [ S
TOOL--An implement or 1nstrument held in the hand and used to do a JOb Also

a s1m1]ar part of a power dr1ven macthe

-
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M/

@ Supplementary
. References

1. The Inside Salesman. NAPA.

2. Counterman's Handbook. A.S.I.A.

3. Auto Parts Countgrman. University of Texas.
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-

“Information

The 4 major functions of the automotive machine shop are:

1
2.
3.
4

Make estimates and bids for repair work.

Repair and recondition automotive parts.
Pick up and deliver.

To accept orders and write up orders for repair.

To learn the different services a machine shop offers, the parts counterworker

should visit the machine shop of the store he or she works in. Learn as much

as you can about the services they provide and the capabilities of the machines

they use. Learn what hand tools and hand work is donhe. This ir?ormation will

also aid you in providing services your customers may need.

The following is a 1ist of tools and equipment usuaily found in a complete

machine shop.

The right side of the 1ist is a 1ist of parts related to the

machine shop tool or operation. Following each 1ist is a brief description of

. how each tool is used,

Piston Rings and Pin Service

Pin fi
Connec
Ring g

tting machine
ting rod alignment machine
roove cleaner °

Top ring groove machine

Bench arbor press
Knurlizer

Piston
Piston

Rod cap grinder

grinder
pin press

Piston rings

Parts

' Pistons

Piston pins
Piston pin bushings
Connecting rods

Rod bearings

Ring ‘groove spacers
Gaskets and seals




Piston and pin service invelves the follewing operations. Pin fitting,

requires._the use of one or more machines. Some pistons require a press-fit.
The connecting rod must also be aligned. Ir other words, it has to be straignt
with the center-Tine of the piston. Connecting rods that use bushings must
have thc bushings replaced and then honec or machined so the pin fits precisely.
Sometimes when pistons are re-used, overcize pins cag be instelled after the '

-

piston is honed for them.

vA ring groove cleaner is a tool used to clean carbon -out of the piston ring
groovess This must be done before new pistion rangs are fitted and installed

5J

on the pistqfs. . a
% | . . |
A top ringe.groove machine removes'part of the piston ring groove material,
making it wider,.and then the installation 2f a steel. spacer rina brings the
width back to the correct size again.. Bad]y.worn.piston ring grooves can be

rebuilt 1n this manner and the piston can be reused.

kY

- A Bench Aruor Press is used to install rod bushings before they are honed.

A Knurlizer is a machine used to ;:B}qg the skirt af the piston.to eliminate
piston slap. Tre machine also leaves %x<53~12~22? piston that help improve
piston lubiication. - ’

A Piston Grinder is used to resize semi-finished pistons (4 semi-finished piston
has not had the final size ground on, nor is the finish swocth enough for
“installation in the engine). ’

The pisron grinder also grinds the pjs;dn in an elliptical shape, alsc known as
"cam ground" pistons. Refinishing a p{ston in this manner makes it as good as
the one the manufacturer put in the original engine. Oversize pistons are now
available in a finished condition so this operation of the machipe shop is not

done as much as it used'to be. ) .

Grinding rod caps 1s necessary in cases where the conne<ting rod has to be

resized

‘i
.
)

NP




Valve and Vaive Seat fquipment

Valve refacing machine s
Bencﬁ.arbor press

Valve seat installation machine
Valve seat grinder

Valve guide lnur1izer machine
Yalve spring tester *

Heli-coil installation machine
Magnaflux (Crack Detector) machine

Valve guide installing equipment

304

Valve
Valve
Valve

Viglve

-Valve

Valve

Valves:

springs and-locks
seats '
guides

shims

lifter

seals

Push reds
Rocker arms

Gdskets and seals

Heli-co1l




-zfacing mach1nes are-used to grind a new smooth face on the va"e nead
‘ - of the valve stem i< also smoothed off by this machine. Rocker a-—<
= reground with some of these machines when they have special attachmant:

‘ ) z2at grinders are used to grind the valve seat and correct the seat angl:
icth if required. This machine can do the valve seats on cylinder heads . -

<~ vaive seats that are in the cylinder block on some engines.
. &
© - angt installation machines cut or machine out the old seat surface so
<~3t can be pre. 2d in place. Some valve seats are not part of the
“~=r hread or b]ock but a special ring, and these may be removed in cne
~5d 2 new seat pressed into place.

‘o guide reseater enjarges the bore of a valve quick hole $0 a new guid¢
- nressed into it. This makes a head or block that doesn't normally ha.-

~~abie quides reusable.

. s guide knurlizer reduces the inside diameter of the valve guide. A°
=1 is then used to ream the guide back to its normal size. This is done

.5 serves to prov1de a better lubrication surface for the valve stem.
ve spring tester tests the spring pressure at the aiven height. If the

. is weak or bent it will show upon this tester and the spring should -

il {s a steel coil put into a prepared hole. This restores the ti:«

-~
.

. normal size. It is used often on aiymfnum cylinder heads and cyli-.c
~~5 . when threads become damaged or pulled out.

“luxing is a process of locating cracks in metal. A metallic powder - .
to cover the area to be tested. The metal is then exposed to a magnei ¢

<.+. The powder collects in any cracks and makes them easy to see.

‘ e flux process is used on iron or steel, while Zyglo is used for aluminum

L 2
| + -+ maanafluxing and zygloing are patented processes and require special ¢ :3p-
\

ERIC o - 300 305

inder heads and blocks when the guides are badly worn and not repWaceab'e




Cylinder Boring Equipmeng

oy . Sleeves
Fape i Sleeve assemhiioy
. . oker . Pistons
e Flates Piston rings
aror ] Expansion plugs
Siveve equiprent Gaskets and scals

oment is used to rebore and increase tne siv

o~

450¢ to put the final finish required on tle .7

usad to refinish the evlinder walls prior to .-

5t nlaze breakers do not remove any material frow, ©

iney just remove the polished surface of the cyl:
0 that new 6{iton rings will seal properly.

a tool used to remove the ridge worn in the tou ¢

. vidge 1s a result of piston ring wear. The ridye 1+

~iston rings will not strike against the ridge and i

finders it is sometimes necessary to remgve the ri i~

~

N,
it be taken out. ¢

frankshaft Repair Equipment

48 grinder ) . Main rod bearing~
i~ nrenkshaft grinder” - . Gaskets and seals
n1tt polisher
“ft straightener
‘xizer
'
i equipment, such as’ crankshatt grinders. are use. !
.1 hearinas surfaces on the crankshaft. [t is rhen o
.1 a9d mein bearings-with the size that will match i -
some of this equipment is portable. They are abii-

[
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4 .

L .o veosome cases-when the craukshaft is still in the cviini- .
. . .7 e = ren with the engine left in the car. A crankshat, - i
" > .7ty belt and is used to polish the bearing surfacey o . '
[

sas2rt 1S used to bore over-sized or unfinished bearir

- - - €
1

5.oce precision fit bearings are generally availabie. -..-

b

LSt Ny more.

1

e ‘ Biock Equinment -
. . &7 T e
Coang machine . Cams"hafts
. . . g -installation equipment - Cam and main beo
Gastets . '
) Exparzion ciugs
.+ . ovokive is used to machine interior surfaces of cam o ’
. - ‘*hay are installed. |
R |
- |
| - l
. , Head and Block Resurfacing
) ~ .« '!inag nachine Gaskets . -
, - ~ilTing machine °
- {
. ine . h
> LY e -
L3 . &
i :

c . bioeck milling machines are used to.machine tho
. and cylinder blocks. A milling machire of thiy,
i « serics of cutting tools on a cutter head. Olher

N

“o cptor' ave grinders that use a large grinding stone. The ¢ -

" f,res use a coolant to reduce the dust and keep parts .
’. ’ « ~7..75 produces a very smooth finish.

-




Brake Equipment

Erake relining machine Brake shoe
Tiveter - Disc brake pads
‘roe orc grinder T C . Wheel grease seals
: :* : k. oum lathe - Wheel bearings” ~
o ko cotor lathe Brake parts
(L . - crake drun and rofor grinder Brake hardware
4 ’ - : .
’ toob oz reiner equipment is used to remove and re-rivet the brake 1
' ubz choes. A brake shoe grinder is also used to true up the brake
ofece and prepare it for installation on the car. ‘

f-beake arum lathe is used to refinish the inside of the brake drums -
fn- brake shoes touch the drum surface. A brake rotor lathe is used i :
. v i131sh the surfaces of the brake rotor where the brake disc pads -
. e wirface.  Some brake lathes have attachments so that one machin.
ta o both types of operations. In some cases the hrake drum or ro-~- ==,
t-+ reground; attachments are available with the brake drum lathe % -

F l(j“ A oations.
KL | 363 30 e




Dynamomeger

Engine run-in equipment

A dynamometer is used to test-run engines and is found only in the very large

machine shops. They are very expensive and require people to operate them who
are very highly trained.

Cleaning and Crack Detecting Equipment

-4

" Magnaflux ' - I n -

Crack detector
Hot cleaning - . : -
Steam cleaner

Cold chemical cleaning tank
Hot or cold pressure washer
Glass bead (cleaning) machine




- . ; o

C]eaning'of engine parts is an important part of the machine shop job. Engine
‘ ' parts must be cleaned so they may be insuected for wear o' damage that might ’
otherwise be overlooked, "

-Tank cleaning machines use a mixture of chemicals and wate: that is heat.
circulated. Tanks are large enough to hold entire cylird~: blocks. A cold
chemical tank is not -heated but uses &pecial chemicals an¢ is used to clean

.
-

allgys‘such as pisténs, carburetors and aluminum blocks and heads.

+

-

A steam cleaner uses a mixture of hot water and special soap 'compounds. The -
mixture is forced through a nozzle under high pressure.

A dlass bead machine forces tiny glass beads ‘under higi. pressure through a
nozzle against the piece’ to be cieared. Glass beading -is fast and easy to
use. It does not damage the metal surfaces and leaves a nice finish.

. s Hydraulic Hose Make-up .
' Equipment for installing reusable ends o - Hoses
) \ Crimping machine ' . Hose fittings ce
Hose cutter _ . ) Hydraulic fiuid
Some machiné shop operations have équiphent to make up hydraulic hoses, such
as those. found on tractors, fork 1ifts and other équipment. The hoses are often - »
, of a specialized nature.and difficult to find replacements’for. This is
7 a valuable service that the machine shoo can provide. This is because making up

the hoses (often rgusing the same metal fittings) reduces the/gost and puts .

the .equipment back in operation in a shorter time. Tt'is usualty the hoses that '
fail and not tﬁe metal fittings on the end. Equipment of this type is usually
capable of crimping the reusable ends. Some metal ends are not feusable
and these can be readi]y pu}chased and permanently crimped on the new hpse.




Hydraulic Press

r Axle shafts
Axle bearings
Arxle seals

2 <
The hydraulic press is used for many machine shop jobs. It is used'most often

for rear axles, to remove and replace axle bearings and to use in the removing
= and replacing of universal joints in drive lines. The press may also be used to
K straighten bent parts that must be bent cold. )post hydraul ¢ presses can exert
several ton of pressure and this makes them valuable tools where .igh pressure J
- {s needed. '
) Drive Line Service =7
Lathe Universal joint< )
. ' Power hacksaw " Universal joint parts 2
. .0 Arc welder Suspension parts T
Balancer / ) Motor and Transmissicn Mounts
- 7 ; -
A large floor model'type of lathe is necessary for drive line work. It has
) " to be larg€ enough to held drive shafts for proper alignment so that the drive
. . shaft ends, yokes and stubs may be correctly installed.
’ ' : ~ 306 '
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General Machina Shop Tools

Lathe ) T -
Drill press : ' "
Bench grinder
&L
.. Bench vise
- Air compressor
Overhead chain hoist

=

%l
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Sel .
Assessment

. } £
o L. ) > s .

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS IN THE SPACE PROVIDED.

o -
, -

1. Why d9 automot ive parts stores hawe a maéhine shop as part of fheir business?

4

1

2. 'What are some major fOnctioqs of the~ma5hine shop operations?

A
»

3. wWhy are machine shop services advertised and displayed in the parts counter
area? ’

=3

-

4. why 'should the parts counterworker be familiar with the mach1ne shop and
. its operation? — ‘ o ‘

-

5. Refer to the Piston)Rings and Pin Service section. List parts you might L
sell if a customer has his or her piston pins fitted.

6. Refer to the Crankshaft Repdir Equipment sectiong List parts you might

sell if a customer has his or her crankshaft polished.
-




- - . &

— T o
‘ Self fAAssessment . u
ﬂnswers R N B

. . s

i. To provide an additional service to their chstomefs. Customers usually go -
where they can get complete service. '

. |
Accept orders and write up orders for repair. {
Make estimates and bids for repair worv i

ﬁépair and recondition automotive parts.
Pickup and delivery

i~V - T - J-Y)

f

3. To make customers aware of services available when they are in the store
Q ' .

for parts :

4. Prometes mora selling.- Machining and machine serv1ces often require
related parts, thus 1ncreas1ng sales and services that make more money
for the store. .

5. Piston rings, pins, “ushings, connecting rods, rod bearings, gaskets and '
seals. ’

_6. Main and rod bearings, gaskets, and seals.

Y

ERIC . T 314




{

o INDIVIDUALIZED LEARNING S . TEMS

- Assignment

DO ONE OF THE FOLLOWING ASSIGNMENTS.

1. Visit é parts store and ask to see the machine shop. List as many of the |
; ' services as you can. \ ‘ ' o
2. Visit a parts store that does not have a machine shop. Ask them if they

provide any machine shop service and how they are able to .dq it.

1

|

|

‘ J

" J

° S
. . ]
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Job Sheet

COMPLETE THE FOLLOWING TASKS.

- 5
) 1. Visit a machine shop, list as many pleces of equ1pnent as you can recognize
and the operations they perform.

2. List as many of the related parts of the brake system as you-can that could
’ be sold by the machine shop.

o

3. Write a brief observatio: of the various types of ecuipment the operator
. used while you were there.

4. After you have completed the tasks above, cut out the pictures of
machine shop equipment and tools on the next three pages and glue -
them in their proper locations in the Information section. Spaces
have been left for this purpose. Show your work to your instructor.
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®*Post
Assessment

i3

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS IN THE SPACES PROVIDED.

1. What advantage is it for a parts store to have a machine shop?

rd

2. How is the parts counter worker's job related to th> machine shop?

-~ 3. How would a parts store that doesn't have a machine shop provide that .
service to their customers?

4. How can you become familiar with the machine shop operation? *

5. What types of machine shop services are gradually not being used very much?
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®Instructor
Post Assessment Answers

1. They provide a complete service for their customers and can sell related
parts and service to the customer.:

2. Make customers aware of services provided and sell related parts. >
3. Send it out to another machine shop, risk losing the customer completely.
4. Visit it, ask questions, take customers through and show them operations.

. 5. Bearing sizing, bearing boring, crankshaft grinding.




IDENTIFICATION OF SHEET METAL BODY PARTS

Goal: Performance Indicators:
N\
The student will be able to identify The student will demonstrate knowledge

basic auto body sheet metal parts in a
catalog and locate their part numbers.

1
4

- 314
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Study Guide

I

In order-to finish this module, do the folIowing tasks. Check each item off
as you complete it.

- Read the Goal and Performance Indicators on the cover of the module

8. "

B

This will tel] you what you will learn by study1ng the module, and
how you will show you've learned it. »

Read the Introduction. The Introduction will tell you why the module
is an importqnt part of the parts counter trade.

Study. the Vocabulary section. Vocabulary words ‘are important for a
good understanding of, thé trade. After you have studied the vocabulary,
ask your teacher to quiz you on the words and their meanings.

Study the Information section. This section will give you the informa-
tion you need to understand the $ubject.

Take the Self Assessment exam. This is a test for &ou to prove to your-
self that you have learned the mzierial you have studied. Compare your
answers with the answers on the Self Assessment Answer Sheet, which is
on the page following the Self Assessment. If you scored poorly,
re-study the Information section or ask your teacher for help.

Do the Assignment page. Follow. the instructions at the top of the
Assignient page.

Do the Job Sheet. Follow the instructions at the top of the Job Sheet.
The tasks listed on the Job Sheet will help you divelop skills which
will be helpful to you.

Take the Post Assessment exam. Give the exam to your teacher after
you have completed it. Your teacher will grade it for you.
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i . Because some areas of the auto- parts industry 1nvolve the repair and replace-
ﬁ ment of the sheet metal body parts, workers trained in that field are required:
In addition, some shops do only body and fender repair and replacement. For
these shops a specialized parts counter worker is required:
dnd supply the sheet metal parts needed.

One who can identify

a

Auto dealerships, such as General Motors and others, usually have a body and
fender repair shop as part of the1r service operation. Parts counter workers
trained in body sheet meta. are sometimes part of the complete parts sales

department.

In storea,the body and fender repair shop has a separate and com-~

plete parts department w1th parts counter_workers.

AY

A
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\

' Yocabulary

* ’

¢

Trade terms are very important for’'a good understanding of the trade. Study
these words and meanings. When you have learned them, ask your teacher to

. quiz you on the words and.their meanings.
MLDG--Moulding.

* RVL--Reveal.

@ H/S--Nir:dshie]d.

UPR--Upper. ‘

LWR--Lower.

QTR--Quarter.

WDO--Window. .

" BELT--Middle of side of car, also called belt line--for ‘example "belt line"
n (1} 4
moulding or "belt" moulding.

T/GATE--Tail gate. Used in trucks ;nd station wagons.

REQD--Required, such as "2 REQD" would mean 2 items would be needed for that
particular area or job.

CTR--Center.




.’ ~ PLR--Piltar. . ‘ )

DRIP MOULDING OR DRIP.RAIL--The small gutter that keeps moisture or rain from
running into the car when the door is opened.

“

R.F.--Right front. -

&

L.F.--Left front.

<

PNL--Panel.

: FIN--Finish. : o
Asg;YifAssembly.h | | , oy
| R or Rr--Right or right rear. D -
‘ . B/W--Back window (not RW as t§;t would mean right window pot rear window).

BTM--Bottom.

L or Lr--l&ft or left rear.

518
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Supplementary
References

EN

-

[)
£l

1. Parts Catalogs. Various Manufactd;ersg‘ General Motors, Ford, Chrysler, etc.

2. Automobile Body Reconditioning. McGraw - Hill.
\

3. Automotive Collision Work. American Technical Society.

(INustrations taken from existing Auto Parts Manuals for instryctional uses.)

2

e T
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Y . |
Information

]
The outside of the automobile is called the car body. This includes the shee*
metal that covers the doors as well as the hood and the trunk Tid. Auto body
repair sometimes calls for straightening the sheet metal back to its original
shape. Other times, if the damage is too much to make it practical to repair,
replacement of the parts is then required. That is when the special parts
counter worker who works with sheet metal body parts is needed.

(See Figure 1 on the fotlowing page.

Study Fiqure 1. .Figure one is a typical 5age from a Ford Motor .. ny parts
catalog. Notice that every part, no matter how small or how iarbe has a number.
Some auto body parts are distinctive. That méans st € parts @fe only for the
left side of the vehicle, others'only for the right side aiu %re parts cennot
be interchanged. In cther words, a left fender would not be suitable for the
right side. Of course there arc some parts that may be sqﬁtable or can be used
on either side ‘ ' . “ /
. ® . /
The left and right side of the vehicle is aiways deternﬁned as if you were
seate-i in. the driver's seat facing forward. The riqht!éide of the car is then

the side the passenger is seated on.? Ny : n :

(See rigure 2 on the page foTlowing Figure‘[.)

Look at Figure 2. Is the front fender *16006 f@r the lef: or right side of the
car?. Carefut study would show it to be for ther right side of this car.

Crd

20 | e :
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Auto parts counter workers also have to be familiar with the mouldings and
shiny metal parts on the outside of the car. “These parts are called trim
parts and are accents that make the outside appearance more pleasing Lo the
eyeés and give the car a “dressed up" look. Insome\cases they 1lsc protecf
the body from surface scratches.

Study Figures 3 and 4. (Figure 3 below, Figure 4 on the follcwing page.)

These illustrations show various moulding or trim strips, their locations,
names and part numbers. Notice the abbreviations in the part names. It

would require miuch more space to write out the éntire name. Most manufacturers
use the same abbreviations. Study the abbreviations. If you can't make out
what an abbreviation stands for, 1look it up in'the vocabulary section of this

module.

W
1975 MONTE C” RLO FRONT END MOULDINGS
1. 8.055 MOULDING, Hood Pn. 4. 8132 MOULDING ASSY., Frt. Far. .
Rr.Edge ... ............ - 362398 Si.RAr ..., 360951.52
2. 8132 :nou'.ome UNIT, Frt. 5. 8132 MOULDING, Frt. Fdr. ‘
A SLUDE onvrrnnnn, 62580854 WHORG. ... . ...
3. 8147 PLATE UNIT, Fre. Far. 6. 8132 MOULBING UNIT Fm sasa0aaas
Si.Name ................ 6288310 Fdr.Si.Fre. ... . ... . 360949-50 N
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1973 EL CAMINO (IAC-IADS0)

10.707 MLDG., Door Beit Revesl . .. ... . 98827954 12. 2575 LAMP ASSY.

12940 CAP UNIT-Qur.Pni.End ....... 96300754

Some body and fender repair shops also have to work with the interior of the car.
Study the illustrations, Figures 5, 6, 7 and 8 and become familiar with the -
interior parts, as they are also part of the body sheet metal parts counter
worker's job. ‘ ‘

(See Figures 5, 6, 7 and 8 on the following pages.)

Notice how Figure 5 illustrates the difference between bucket seats (R),
split back seats (B) and bench type seats (C).

1 4
-

The parts counter worker that is a beginning or apprentice worker sheuld study
the parts catalogs that the firm uses and become familiar with sheet metal
body parts, interior parts and mouldings and trim. The complete parts counter
worker shouid be familiar with all areas of the auto parts industry.

Very few partis jobbers provide sheet metal body parts, only the manufacturer's
dealerships will carry these replacement parts. For this reason these parts

334

1

2. 10.083 MLDG., W/S Side Revesl . . . . . . . 9690667-8 2575 BEZEL ....:::::::::::::&32375

3. 10.093 MLDG.,W/S Upper Reveal . . . . . 9739209 13, 12.118 MLDG.UNIT, Resr w/Opng. . . . . . 87065310 .

4. 12.075 MLDG,, W/S Pir. Drip-w/Vinyl Roof . 96837954 14. 12.116 MLDG.UNIT, Resr Fender Lower . 8706502 °

5. 12075 MLOG,, Moof Dripm/Vinyl Roof . 99805976 15. 12.116 MLDG.UNIT. Front of w/Opng,

6. 12,116 MLDG., P/W Fin. Cor. ® Bk. Window  9675552.1 (AD) oo eernnnn. . ... 87065274

8. 12.116 MLDG., Qtr. Belt Revesi-w/Viny} ; 16. 10352 MLDG., /D Edge Guard . . . . . . . 17440098
Root or Special Two-Tone Pant . . . 96117810 17. 12.112 MLDG. UNIT; F/D Lowsr (AD) . . . 87077587

9. 12.116 MLDG, Fin.Qu.P/WFront . ... . 98776276 18, 22112 ML DG, UNIT, F/D Uppef (AD) 7

10. 12.116 MLDG., Fin. Qtr.P/W Resr . . . . . 9675554-3 Lower (AC) .o v vnnnn 8707809

11.
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14.762
14.762
10.051

1973 CHEVELLE INTERIOR TRIM (1AD29-35-37-80)

SUNSHADE -Trimmed
SUPPORT —Sunshade

BUMPER~Frt St 8k Frm r

PANEL—Shroud Side Fin
HEADLINING

MOLOING~Garn B/W Upr

MOLDING =Gern W/S Upr
MOLOING-Roof 1nr Sd Rr Py
MOLOING—~Garn QtrWdo Re
HOOK~Cost

COVER ASSEMBLY —Bdy Lk Fir Abv Bit
MOLDING—Roof Inr Si Frt

COVER ASSEMBLY —-C/Pir Upr
COVER-Rr St Bk

COVER-Frt St Cush

COVER—Frt St Bk

COVER-Second St Back

COVER~-Ar St Cush

COVER=2nd St Cush

PANEL—Body Lk Pir Lwr
PANEL-Qtr A/Rst Trim Fin
PANEL-W/H Cwr

MAT-R/Fir Rub

MAT-F/Fir Rub

PANEL~Spe Tire Cvr

COVER-P & D St Bk Otr Hge
MOLDING~Fin 8k Body Pir Upr
TRIM, Pn. R/Sest To B/W

COVER ASSY=C/Pir Lwr .
MOLDING—-Gern Qfr Wdo Frt
PANEL=Trim Fin Frt Or Lwr
PANEL~Tr Fin RR Dr Lwr

PAD ASSY-R/O Lwr Tr Fin Pni A/Rst
PAD ASSY~—R/D Lwr Tr Fin Pni A/Rest
MOLDING ~Garn W/S Side

36,

_ 3.

317.

SEAINBRAREDRIBEIIBSEL

11.419
14.800
11.610
15.696
11.628
15.002
11.610
15.006

-48.080

11.373
15.002

. 15.070
. 11.610

15.096
12.195
14.924
14.685
14.760
11.373
14.802
12.180
11.328
14.990
12.180
14.800
14.804
11.373
14.802
14.800
14.601
11.628
15.002
10.05%
15.100
12.180

GM PARTS DIVISION. GENERAL MOTORS CORPORATION—CHEVROLET~11A
14-19

SPRING & FRAME ASSY-~F/St Btm
PAD ASSY-R/Sest Btm Wife &
SPRING & FRAME ASSY-—R/Sest 8tm
PAD ASSY—R/Sest Cush

FRAME ASSY--Fidg 2nd Seat Back
PAD ASSY—Fidg 2nd Seet Back -
FRAME ASSY-Fidg 2nd Seet Cush
PAD ASSY.—Fidg 2nd Sest Cusy
COVER-3rd Seet Back
FOUNDATION~3rd Seat Back Frmd
PAD ASSY —Fidg 3rd Sest Back
COVER-3rd Sest Back

FRAME ASSY-Fldg 3rd Seet Btm

PAC ASSY —Fidg 3rd Sest Cush ’
PANEL~T/Gate ine Cvr

COVER ASSY-P & D H/Rst Sest Back
TRIM—F/D Upr

TRIM-—-R/D Upr -

FRAME -P &' D Sest Back

PAD ASSY-P & D Sest 8ack
MOLDING=Garn T/Gate Wdo
PANEL~Fin P & D Sest Back

PAD-P & D Seat Bt Wires
MOLDING~Fin Back Btm Pir Lwr
COVER ASSY—P & D Seet Complete
BUTTON ASSY-Sest Back Trim
PANEL ASSY -F/St Back

PAD ASSY -F/Seat Beck

COVER-P & D Seet Back

PLT NAME-F/D Trim Pad

FRAME ASSY-R/Sest Back
PAD~—R/Seat Back
ESCUTCHEON-W/S Upr Corn Midg (57 Styie oniy)
EXTENSION-Spare Tire Cvr Pni -
MOLDING~Fin 8k 8dy Opng Upr

14-177

14.000.GROUP




82N

. 327 397

1975 MONTE CARLO SHEET METAL
s-12

GM PARTS DIVISION. GENERAL MOTORS CORPORATION-—CHEVROLET~—11A
8.000-GROUP - )
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8.130
8.977

8.977

8.518
8.013
8.921

8.016
1.276

1975 MONTE CARLO SHEET METAL

FENDER ASSY., Fri.
SCREW, Machine-
(6" — 18 x 1")
SCREW (5/16" — 18)
U-NUT

DUCT ASSY., Carb.
Alr Intake

HINGE ASSY., Hood
SPRING, Hood Hinge
BOLT-Hex. Hd. Mach.
(38~ 18 x 1-38")
SHiM

HOOD ASSY., Pane!
BAFFLE, Radistor- *
SHIELD, Frt. Fdr.

Sk. Dust

SCREW

PANEL, Red. Upr. Mtg.
UNUT .

SPRING, Hood Pop-up
€ATCH ASSY., Hood Lock
SCREW (5116 —— 18 x 13/18")
STRIKER, Hood Latch
SCREW

' SCREW

SHROUD, Red., Lwr., Upr.
EXTENSION, Rad. Shroud,
uﬂ'« & Lwr. .
CANISTER, Fusl Vapor

- SUPPORT ASSY., Fuel

Vapor Cannister

SUPPORT ASSY., Rad. Cors
RADIATOR

CAP ASSY., Radistor

PAD, Rad. Ratsiner

LATCH ASSY., Hood

PLATE ASSY., Hood

Latch Mg

SCREW (38" — 16 x 1”)
SCREW (5/16” — 18 x 34")

326"

IBFPBR22 £ % NEHRB B2 BHEABSRBAEE BYBER

1.267
1.276
8.977
8.977
2.585

2726
2737
27%7
2728
2728
877

1.268
8.977
1.268
1.263

1.268
8.900

1.266
8.977
8.977
8.083
8.900

1.287
8.900

1.287
1.263
8.977
8.141
8.929
8.900
2313
2335

338

i pan s

BRACKFT, a-J. Grl.
SCREW (sne"}:— 18 x 34”)

SCREW

SCREW !
LAMP ASSY., Pk,
& Side Mart.

HOUSING-Frt. Fdr. Hdimp.

SPRING, Hdlp. Adj.

SCREW ASSY.

HEADLAMP CAPSULE

BEZEL-Headlamp

GRILLE, Aad. Lwr.
SCREW
U-NUT

PANEL, Red. Grl. to

Frt. Bpr. Fil.

SCREW (#8-19 » 3/4")
8921 U-NUT

GRILLE ASSY., Red. Upr. ’

SCREW, Hx. Hd.
(14" — 14 x 3/4")

PANEL ASSY., Frt. Header

SCREW

SCREW

U-NUT

SCREW, Hx. Hd,
(14" — 14 x 34")

RETAINER, Frt. Fdr. to

Bpr. Fii.
SCREW, Hx. Hd.

{14 — 14 x 34") -

RETAINER, Frt. Fdr. Fil,
FILLER, Frt. Fdr. to Bpr.
SCREW-(5/16"' — 18)

BRACE, Frt. Fdr.
WASHER-(11/32")
NU ¢, (5/16" — 18)

TRAY ASSY., Battery

CLAMP, Battery

GM PARTS DIVISION. GENERAE MOTORS CORPORATION—CHEVROLET—11A

8-221

8.000-GROUP



are called original equipment or dealer items. If an individual needs a sheet
metal part for a vehicle, it must be obtained from a manufacturers dealer-

ship. /,/”'

Recently ome foreign manufacturers have licensed private companies to produce

fenders for some popular imports and.these are available in a few jobbers'
inventories.

Most jobbers don't carry sheet metal body parts because a large amount of

space is required for stocking parts for the Targe number of different modals
and styles,

\ 339
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Assessment

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

-

-~

1. Why should auto parts counter workers be familiar with sheet metal body

parts?
]

v . 2. What is the sheet metal outside of the vehicle called?

=

3. What is another name for mouldings?

+
.

- 4. What is” the purpose of a drip rail?

»

5. Why does a manufacturer's dealership have = bodyv-fender shop as part of its
4 business?




€
-~

INDIVIDUALIZED LEARNING SYSTEMS ' K

' Self Hssessment .
Rnswers

’,

1. The complefe parts counter worker shou]d understand all areas of the parts
. industry ‘and some body and fender repa1r shops and dealersh1ps require a
} B specialized parts counter worker who can work with body. parts.

e
- 2. The bedy. .
3. Trim.

4. Keep water out of the car when the door is opened.:_

.9
5. To make their service to customers complete.

! ' )

f .
i -2
B ]

!

I

|

i

13

|




“MECHANICS

BODY PANEL SECTICONS AND ACCESSORIES

Grilie Guard
Headlight
Radiator Grille

Hood Ornament

Hood
Front Fender

7Cow1 Ventilator

Upper Cowl Panel
Roof Pangl

Drip Molding.
Rear Window

Deck Lid
Taillight

Gravel Shield

Hub Cap

16.

17.

18.

19.
20.
21.
22,
23.
2.
25,
26,

27,

¢

28,

297.

332
342

‘Wheel /
Tire - )
Front Door Hinge Pillar
Rocker ranel Molding
Door Window Ventilator
Belt Molding

Center Pillar

Door Lock

Door Handle

Door

Rear Door Hinge Pillar

Rear lender

(also kno'm as quarter panel when
all one piece.

Rear-quarter Panel

(also known as quarter panel when
all one piec-)

Bunper




INDIVIDUALIZED LEARNING SYSTEMS

Assignment

-

v COMPLETE THE ASSIGNMENT BELOW. WRITE YOUR ANSWERS IN THE SPACE PROVIDED.

1. Study Figure 9.

2. Identify on Figure 10 as many parts as you car remember. (Figure 10 is
__on the following page.) ' )

3. MWhat do .the following abbreviations stand for?

‘I’ QTR

FIN

LWR

W/S

MLDG o e "

T/GATE ‘

CIR

PLR

REQD

R or Rr

{




MECHANICS ,  NAME
DATE

BODY PANEL SECTIONS AND ACCESSORIES

1. E 16.
2. 17.
3. ; ' e 18.
be 19.
S5e 20.
be ' 2l.
Te 22,
8. : 23,
9 2.
10. ) 25,
1. 5 26.
12, 27,
1l3e : 28,
. 29.
15.
334

344
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o .
- Job Sheet

A————— ———

COMPLETE THE FOLLOWING TASKS. '

Parts catalogs and sheet metai body catalog illustrations have several ways
of showing the parts. Many pictures are external or outside views. Figure
~ 3 is an example of an outside or external view. It is-a 3/4 view; that is,
you can sce more than just the side of the vehicle. You can see all of the left
< front fender, grille and the top and front of the Eight front fender.

Figure 4 is an external or outside view, but is a side view as it shows only
. one side of the vehicle. )

Figure 7 is a combination of 2 types of illustrations ~ an ekp]oded view and a
phantom view. An exploded view shows alf'the parts separated, but in the
approximate position. The dotted 1ines connecting various parts show how the
parts would be assembled. Some parts are drawn as if they were transparent.

You can see through them and see their approximate relationship to other parts
in the illustrations. Study all the Figures 1 through 7 carefully. Imagine the
vehicle as it would appear if it were real. )

A. Study Figures 7 and 8. Look up the following parts. Write down their part
nuU - rs. Write down the location numbers in the il1lustration.

Radiatcr lower shroud
Hood hinge assembly
Hood latch assembly
Radiator grille bracket
Battery clamp .

SN BWN e

. Front fender  retainer
335




7. Headlamp adj. spring
Radiator shrouc extensior

9. Fuel vapor cannister suppdrt
10. Headlamp capsule

11. Radiatlor grille bracket

12. Front fender to bumper filler
13. Battery tray assembly

14. Hood panel a%sembly

15. Hood latch striker

16. Front fender shield

17. lLower radiator grille

18. Hood pop-upospring

19. -Park and side marker lamp assembly
20. Front fender assembly v

336
ERIC - 346
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* Post | .
- Assessment \ 4

hd

Pl

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS. .

- 1. Where are auto parts counter workers who know shee metal body parts most
likely to find work? . .

2. What special skills should the.auto body’sheei metal parts counter worker

. have?

3. What type of illustration is Figure 1?

.

4. Look at Figure 7. What is the part number for the radiator grille?

5. Look at Figure 4. What do the following abbreviations stand for?
a. MLDG -
b. QTR
c. W/S
d. ASS'Y
.\' v e. W/S PLR
f. PNL
9
h

FIN

BK




MINOIVIDUALIZED LEARNING SYSTEMS

®|nstructor
Post Assessment Answers

. 1. In an auto manufacturer's dealership or independent body and fender repair’

’

shops. ‘ -
2. A knowfedge of the car body parts name; and their location.
3. Exploded view of the upper body of a 1965-66 Thunderbird.
4, 1.266

a. moulding

b. quarter

c. windshield

d. assembly

e. windshield pillar
f. panel J
g. finish '
h. back

348




PROMOTIONS, ADVERTISING AND MERCHANDISING

“Goal:

The student will Tearn and be able to

identify ba. = advertising and
merchandising methods.

339

P ————

x
Performance indicators:
The student will demonstrate an under-
standing of display methpds by complet-

“ing a Se]f_As§é$§hent,‘an Assignment
and a Post Assessment.

349
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|
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- Study Guide

-~

In order to finish this module, do the following tasks. Check each item off
as you complete it.

< ] -

X

1. ___ Read the Goal and Performance Indicators on the .cver of the module.
- This will tell you what you will learn by studying the module, and how
you will show you've learned it.
2. Read the Introduction. The Introduction will tell ;ou why the module
is an important part of the parts counter trade.

+

3
. 3. ___ Study the vocabulary section. Vocabulary words are important' for a good
understanding of the trade. After‘you have studied the vocabulary,
ask your teacher to quiz you on the words and their meanings.

4, Study the Information section. This section will give you the informa-
.tion you need ‘to understand the subject.

v

L4

5. __ Take the Self Assessment exam. This is a test for you to prove to
yoursé]f<that yoh have learned the material you have studied. Compare
your answers with the answers on the Self Assessment Answer Sheet, which
is on the page fo]]ow?ng the Self Assessment. If you scored poorly,
re-study the Information section br ask ‘your tpacher for help.

6. Do the Assignment Bage. Follow the instructions at the top of the
Assignment page.

7. Take the Post Assessment exam. Give the exam to your teacher after you
. have completed it. Your teacher will grade it for you. ;

340
350 .
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/ !
Merchandising is d means’ of drawing in customers and makirg them want to buy. “
- The appearance of the store you work in (outside and inside) is a method of '
attracting cuitomers and influencing them to buy

/
/

Your attituﬁé and the way you treat the customer who has come inside is aa
important part of sell1ng and merchand1s1ng. Quick, courteous service, friendly
greetingy and clean attractive d1splays of .merchandise persuade the customers

to buy in_your store.

pearance of the inside of your store should tell them you want to serve
- therl. Displays should draw attention to parts and merchandise you sell. That
will increase sales:




INDIVIDUALIZED LEARNING SYSTEMS

Vocabulary

s

Trade terms are very important for a good understanding of the trade. :Study
these werds and meanings. When you have learned them, ask your teacher to quiz
you on the werds and their meanings.

MERCHANQISING-—The act of selling; buyinn or trading wares, goods or commodities., -

In this case, parts for cars, trucks, related items and products for serving,
repairing or maintaining vehicles.

ADVERTISING--Inform or give notices of prices and availab.lity of products.
Tell advantages of one product over another, spegial prices and sales.
PROMOTIONS-~Promoting. For example, a product may be put on display in the
front of the store: Seasonal items such as tire chains in the winter
“time, or tires and tune-up parts in the spring. This encourages and gives

ideas to the customer to buy items. Putting items up front or pointing
I

out items are forms of promotion. - L
' 4
”~
34z¢
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¢ Supplementary
References

"

*1. Counterman's Handbook. Automotive Serviee Industry Association.

2. Auto Parts Counter Worker. University of Texas:

3. The Inside Salesman. NAPA.
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Infformation | \_

Some of your cuctomers may never (or seldom) see the inside of your sto?e.
A1l of their buying is done by telephones The appearance of your delivery
truck and the courtesy of your delivery driver are important selling and
advertising points for your store. The way you talk over the telephone and,j
the condition of the merchandise when it reaches the customer are selling
points for your store.

" Your store shou]d: of course, be cleah, orderly and attractive to customers. a
Products and displays should draw attention to ‘the products for sale and

help to sell them.
’

"‘.
Ki

Keeping the store attractive takes the cooperation of everyone. ‘You should

pay attention to: ) . L
1. Keeping the store neat. - é;} ) -
2. D1sp]ay1ng merchandise proper]y‘
3. Making repalrs and re-painting when necessary
4. Stocking supplies orderly and neatly on shelves.

‘Factorles and suppllers of parts can prov1de brochureq, pamphlets and displays

for their products. if they are available, use them as an aid to selllng

the mgrchandise. . P

Displays, advertising and literature used properly can do several things:
1. Remind customers of what they need.now. ‘

N

. Show advantages of a product or part.

Create ideas for customers to buy at a later time.

. Bring up gquestions in the customer's mind about the product.
. Make sales immediately. "

B w

347 —
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"Point of sale" aids are signs or dispiays.that tell customers you have

certain items 1n stock. ‘Jsually they describe the product's fedtures or

values.

" Some customers buy on impulse. They see something on display and it encohraqpa
them to buy "on the spot * This ls called 1mpulse buying. Something about the
d1sp1ay or a low pr1ce may encourage them to buy. -

Displays of items wh.ch are frequently used, low-priced, new or profitable,

or very useful, help to promote'impu1se buying. Products shown in an attractive
d1sp1ay that encourage "look! pick me up! buy me!" help set the buy1ng impulse
in motion. To make d1splays do a’better selling job, they should be located"

at busy customer locations. Use the windo&s, walls, floor and counters for
dlsp]ays, but don t clutter and be sure to keep counter, tops open.

Items which trigger impulse buying should be located where they can be
easily seen and reached.: ' . ’ i N
1. Place large items of parts or equ1pnent on the floor or in the window. '
2. Items Tike air compreSsors, battery chargers, flaor Jacks, etc

are better in the windows or on the floor. ’
. Smaller items related to them should be placed gggﬁ_them.
ge sure displays are kept clean and orderly. -

Replace items that are handlea a lot if they begin t6 look stained

[S2 T = T O8]

©

or "shop worn."
6. Some displays shoul§ reflect seasonal items--iteis that relate to - ‘
the time of year or the weather. - ‘ : "
7. Change displays often. Don't display Christmas :ime items on the .
Fourth of July. Keep. them upsto-date. .
8. Use lots of color, lights and motion to draw attentaon to d1splays
9f Displays located on the floor should not b]ock aic<les or be so tall
L that the counter worker is hidden from view. Tall displays are
better if placed against the Wa]] or in an out-of-thé-way'area.
10. Displays ghould be kept full. o
-11. Displays of a definite theme are effective, if they are directed to
oA part1cu1an type of customer.. Attractive displays of High- perforinnce | .
parts, farm and home.equipment or swall engine parts are effective J
in reachfng special customers.‘

T
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13.

14.

17.

12.

Hand tools und chemicals must be displayed to be sold. Most parts

cores place hand tools on open racks behind the counter so they can't
be stolen. .
Watch for new product; that have eye-catching appeal. Some parts
stores have a special area marked off for "new items. " '

Dust on displays *; proof to the customer that the item is not
'n demand.

." Re sure displays are well lighted. Use spot 1ights to make them

stand out.

. To prevent theft, keep pocket-sized items away from the door. Be sure

there is a clear view of the storefront from behind the counter. If
necessary, tie or wir smali items tc a peg board.
Windews should be kept clean and free from decals.

- The tor 1 the parts sales counter should be clean. The only things

on the counter should be parts catalogs and a pad to write on. (The
telephone can even be placed on a shelf, handy. but out of sight,
below the counter.)

When the store's business increases, yuu poad . use di:plays and promotions

. tc continue tn increase the business. Merchandising, rromotions and displays

are the most interesting and challenging parts of a business ybu can face.
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* Self

Assessment

WRITE AN ANSWER TO THE FOLLOWING QUESTIONS.

1. How does a telephone customer form an image of your store?

2. What should the condition of the store tell your customers?

3. Who supplies nearly all of the;display material for tne parts store?

4. Where should impulse items be displayed?

5. What are rules to follow when using window displays?




INDIVIDUALIZED LEARNING SYSTEMS

® Self Assessment
Answers .

The way you sound and talk to the customer over the telephone; the appear-
ance of your driver and delivery truck, and **~ condition the merchandise
is in when it reaches the buyer.

Clean, neat, orderly, up-to-dafe and attractive displays; clean windows,
cou~teous, friendly, efficient parts counter workers all tell customers
yuu want their business and are there to serv. _.hem

Manufacturer's, wholesalers and suppliers.

Near the sales counter, within sight and touch!

Display large items and related small items close together. Don't clutter

windows with posters or decals. Use seasonal items appropriate to the time
of year or climate.

348
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Assignment

COMPLETE THE FOLLOWING ASSIGNMENTS.

1. Visit several parts stores and make a list of impulse displays you see and

the items offered for sale.

2. List seasonal items on display.

3. Visit local parts ster2s. Observe window displays. .rade them according
to standards you have learned. Share this information with the instructor.

4. List menufacturers who have merchandise on display. List items that are
seasonal, impulse items, spot-buying items.
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® Post
Assessment

ANSWER THF FOLLOWING QUESTIONS IN THE SPACES PROVIDED.

1. How does an out-of-.own customer form an image of your parts store?

2. Who in the stcie is responsible for making it a show spot?

3. Name 4 ways the store can be made attractive to custcmers.

4. List the uses of displays, advertising and produc. literature.

/
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, ‘I,nstructor
Post Assessment Answers

|

Courtesy of sales staff, condition of merchandise, cleanliness of store,
displays, counter-tops.

Everyone's cooperation and help is needed.
Well lighted, clean,attractive displays, windows not cluttered with decals
or posters, able to walk through aisle without stumbling over, or bumping

into something.

Impulse buying, spot buying, reminder to buy in the future, sell related
items. Show features of product, inquiries about products.

351 | .
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